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llentine's Day Used To Be For The Birds 
Valentine's Day is a time 
for lovers. Originally it was for the birds. During the Mid-
dle ages, Europeans believed that February 14 marked the beginning 
of the bird mating season. From this feathery beginning sprang the practice of choosing 
a loved one on Valentine's Day. Chaucer in his "Parliament of Foules" refers to it in 
this way: "For this was Seynt Valentyne's day. When every foule cometh to choose his mate." 
Shakespeare also alluded to the mating of birds in February's "Midsummer Night's Dream". 
While the bird theory seems to be the most popular, it doesn't explain how Valentine, Roman 
martyr of the third century, came to be the patron saint of lovers. He wrote no love songs, nor 
was he ever rumored to have promoted the cause of love. His association with Valentine's Day is 
totally unexplained. Another theory traces back to the early Roman holiday of Lupercalia, when 
young Romans put the names of maidens into a box and drew the names of their loves for the 
coming year. At first celebrated on February 15, the holiday was later changed to February 14 
by Pope Gelasius in 496 A.O. and named St. Valentine's Day. World historians have come up 
with yet another theory. They suggest that the connection between Mr. Valentine and lovers 
grew out of the similarity between the Norwegian word ''galantin", meaning a lover of wo­
men, and the name of the saint. They think that Galantin's Day with the initial "g" 
frequently pronounced as "v", led to the confusion which resulted in Mr. Valentine 
becoming the patron saint of sweethearts and lovers. Whatever the expla-
nation, Valentine's Day has come a long way from the mating of birds and 
the sweetheart lottery of long ago to the hearts and flowers customs of 
today. Red hearts, lace-trim med cards, flowers and candy 
today are emblematic of February 14 - the day set 
aside for lovers. The origin of Valentine's Day 
may be nebulous, but the essential ingre-
dient to make it meaningful is 
certain - all you need 
is love. 
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SECTION LEADER PROMOTION 
Frances Mitchell was promoted from Claims Ex­
aminer to Section Leader in the Major Medical Depart­
ment. She has been an employee since May, 1972. 
She is a native of Douglas, Georgia and graduated 
from Boylan-Haven School for Girls. She attended Duval 
Vocational School of Nursing as an L.P.N. for one year. 
She is married to Wesley and they have four sons, 
Morris, Maurice, Michael, and Shawn. She is a member 
of· the ROTC Parents Club and her hobbies are music 
(guitar and singing), and swimming. 
JIM WILLIAMS FIRST CROWN 
MEMBER TO BECOME C. P. M. 
Jim Williams, Manager of Pur­
chasing and Office Services, has 
become the first Certified Pur­
chasing Manager in the Crown 
Chapter of the National Associa­
tion of Purchasing Management 
(NAPM) and one of only a few 
Floridians to receive this coveted 
honor. 
Jim Williams The designation Certified Pur-
chasing Manager is a professional one and is earned 
by meeting certain academic and experience standards, 
and by contributing to the purchasing profession. This 
professional certification is the means by which NAPM 
denotes that a member has attained a level of qualifi­
cation considered necessary to establish their compe­
tence and proficiency as described by NAPM standards. 
In addition to his membership in the· above, Jim 
serves as a member of the Mayor's Advisory Commit­
tee, the Program Advisory Committee for Purchasing 
curriculum at Florida Junior College, and the National 
Association of Fleet Administrators. 
He has been an employee with the Florida Plans for 
nearly 24 years, almost as long as he has been in the 
Florida National Guard. He holds the rank of Major in 
the Guard which he has served for 25 years. 
Jim has always been active in Employees Club ac­
tivities as a golfer and served on the Steering Com­
mittee for the Employees Club Gift Shop. 
Jim has taken courses at the University of Oklahoma, 
Harvard University, the University of Southern Missis­
sippi and the University of North Florida. 
Jim and his wife, Nona, have two sons, Doug and 
Ronald. In addition to golf, he is an avid hunter and 
fisherman. 
HEAL TH FOR YOU -THE CONSUMER 
This message is reprinted from the Department of 
Health and Welfare, Public Health Division, City of 
Jacksonville: 
Have you ever stopped to think about the many ways 
the Health Department affects your life every day? Have 
you had diphtheria, hepatitis, polio, whooping cough, 
dysentery, food poisoning, or typhoid? If not, it is largely 
due to the preventive measures taken daily by the 
professionals within the Health Department to safe­
guard your health. 
Inspectors, communicable disease workers, a, 
ical teams are continually searching for potentia 
hazards as well as eliminating those identified. F 
such as restaurants, supermarkets, utility corr 
etc., providing direct public service that coulc 
the health of the public have guidelines set up 
forced by the Health Department. 
You might ask, "What other services can I 
from the Health Department?" Every Duval 
resident has access to the Cardiovascular Sc 
program, mobile unit for Hypertensive Screeni 
Tuberculosis clinic, Veneral Disease clinic, Rode 
trot, and the Sanitation Complaint section. 
A few of the Health Department services a 
available to the medically indigent, meaning the 
sons referred for financial reasons to the Hea 
partment for medical services. The qualificatic 
based on doctor referrals, hospital referrals, or fi 
hardship. These services are Family Plannin 
program, immunization, primary care, well bab 
and the dental clinic. 
There are many other ways in which the Hee 
partment strives to make the public more a� 
good health practices: through written me 
speakers, and direct person to person contac 
the consumer have a major role in preventive mE 
By being aware of the services available an, 
implementation of good health habits you ca 
with the Health Department in maintaining good 
A.Jt'l�uneing ... 
Another exclusive for club members 
�y'jiiess "•i(.ens 
Now, the MAGIC KINGDOM 
CLUB card entitles your 
employees and !heir families 
10 a special admission price 
at CYPRESS GARDENS near 











Children under 6, FREE with parent 
Truly one of Florida's finest attractions, CYPRESS GARDENS features the 
new Gardens of the World, palm-fringed lagoons, winding waterways, and 
the most spectacular WATER SKI SHOWS in the world. 
OPEN EVERY DAY OF THE YEAR 
FOUR WATER SKI SHOWS DAILY, 
10,00 -12,00 -2,00 - 4,00 
Discount s'.lpphcab1c through December 31, 
1976. Mem:>ership Card must be presented 
at T1cke1 Window. 
W•!�:�n•v 
Take 14 West from "\lit Disney World 
Contact Jim Gray, Employees Club Direc­
tor, 6th Floor, Main Building, for 1975-
1976 Magic Kingdom Club membership 
card and take advantage of this new dis­
count. 
nineteen/[M[[llil 
Adelma Tooley � 
Pamela Housh 
IA TOOLEY PROMOTED TO 
:SPONDENCE SUPERVISOR 
1a Tooley was promoted to Supervisor of the 
� B Correspondence Department, effective De-
16, according to Terry Martling, Special Assis­
� has worked in Medicare since her employment 
,er, 1966 and served as Section Leader for the 
r years. 
s a native of Orlando and attended Boylan 
-iigh School in Jacksonville. She graduated 
5senden Academy in Ocala. She is a widowed 
Jf 12 children and enjoys reading and traveling 
1e allows. The PROFILE reporter describes her 
"well liked by all of her co-workers." 
A HOUSH PROMOTED TO 
CLAIMS SUPERVISOR 
a Housh was promoted from Medicare B Claims 
r to Supervisor of Medicare B Night Claims 
1g, effective November 25, according to Jackie 
Assistant Manager. She has been employed 
Plans since January, 1974 and has trained 
her examiners on the pilot testing of Direct 
:ry. 
a is a native of Anderson, Indiana where she 
d from Anderson High School. She is married 
md enjoys playing tennis. 
N GLENN NEW 
RATE RECRUITER 
1 Glenn has been hired as a new Corporate 
· in the Human Resource Division, reporting 
\nderson, Employment Manager of the Human 
i Division, effective December 16. 
a native of Richmond, Virginia and graduated 
5an American High School in Pusan, Korea. 
cfed Virginia State College in Petersburg, Vir­




Warren's father was in the Armed Services enabling 
him to travel throughout most of the United States and 
visit such countries as Korea, Japan and China. He is 
a bachelor and his hobbies are basketball, football, 
tennis, and music. 
NEW MEDICARE INFORMATION SERVICE 
POSITION FILLED BY DOUBERLY 
Recently named to the new position of Manager, 
Medicare Information Service, is A. Dale Douberly, a 13-
year veteran with the Plans. 
In this new position, he will be responsible for pro­
viding the necessary liaison with all Social Security 
Administration District Offices within our service area 
as well as all Blue Cross and Blue Shield Branch Of­
fices. He will periodically contact these offices, updat­
ing Medicare information and changes, noting problems 
and areas of concern, and relaying these back in order 
to provide the Medicare program in Florida with a 
strong chain of communication. 
Dale will be visiting each of the Regional and Branch 
Offices of the Social Security Administration during the 
coming weeks, updating them on the Medicare program 
in Florida as seen from the eyes of the intermediary 
and carrier. 
Dale was hired in Orlando in 1962 and served cen­
tral Florida as Physician Relations Representative for 
six years. He moved to Jacksonville in 1968 and or­
ganized the Utilization Review Department. Three years 
later he was promoted to Manager of Program Develop­
ment, working with new health delivery concepts such 
as HMO's. Dale served 14 months "on loan" as Metro 
Director for the National Alliance of Businessmen until 
last June, working closely with Mr. Herbert who was 
Metro Chairman. 
SECTION LEADER PROMOTION 
Faye Hinman was promoted to Section Leader of 
Centralized Microfilm effective December 23. 
She was hired in April, 1974 as a Camera and· Re­
triever Operator. In October she was promoted to Mira­
code Camera Operator in the Medicare B Microfilm 
Department. She is a native of Jacksonville where she 
graduated from Ribault Senior High School. She is 
married to Dale and her hobbies are tennis, swimming, 





The Blue Cross and Blue Shield 
Employees Charity Committee met in 
December to determine the amount 
In addition to the committee mem­
bers pictured here, other members 
include Chuck Tudor, Manuel Mata­
lobos, and Ron Ivey. of money to be donated to several 
organizations in Jacksonville not 
covered under the United Way. This 1. 
money represents 10% of employ­
ees' contributions donated through 
payroll deduction and is indicated as 
"charity" on payroll checks. The 2· 
other 90% is given to the United 
Way agencies. 
From left, Pat Hancock and Thelma 
Johnson hand a check for $500.00 
to Frances Eason, Epilepsy Foundation 
of America. 
Thelma Johnson and Sandra Jackson 
are shown exhibiting articles made by 
blind persons who work at the Gate­
way Hope Center. The committee con­
tributed $750.00 to Bob Hagan, left, As a result of the meeting, Chair­
man Chip Williams and several mem- 3 bers of the committee visited six 
deserving organizations on December 
'Production Manager of the facility. 
Pat Hancock is shown presenting a 
check for $150.00 to Marie Dyson, 
Youth Detention Center Coordinator. 
23 to present checks for $4,200.00. 
Additional checks for $4,100.00 
were mailed to other charities the 
first of the year. 
Chip Williams reminds employees 
that statements of their individual 
contributions have been mailed out 
and may be used as tax deductions 
in filing 1974 Federal Income Tax 
returns. 
4. Hope Haven Childrens Hospital Chief 
of Staff, Dr. C. F. Weiss, accepts a 
check for $600.00 from Sandra Jack­
son. Pat Hancock is at left. 
5. Bob Riggs hands a check for $1, 100.00 
to Guy Nix, Chairman of the Cancer 
Society. Thelma Johnson is shown in 
center. 
6. Chip Williams, right, presents a check 
for $1, 100.00 to H. Eggerton, Execu­
tive Director of the City Rescue Mis­
sion. 
Computer Operations ... 
Something for all ages! 
Fifth grade students from San Pablo, Seabreeze and Mayport elementary schools visited the Jacksonville headquarters with 
their teacher, Mrs. Rentsch, on December 11. Several departments were visited including Computer Operations which is shown 
in the background. They have a/so toured the Jacksonville Art Museum, Children's Museum, Mayport Naval Base, Haydon Burns 
Library, and Ft. Caroline. 
These students make up a class which meets every Wednesday and participate in a program for gifted children. This resource 
class for academically talented students encourages independent learning and strengthens specific aptitudes and interests. 
The tour was arranged by our Labor Representative Chuck Kanaszka (shown in background next to his son, David). The tour 
was conducted by Violet Williams, back left, Training and Development Department. 
Twenty foreign students who could not 
go home for the Christmas Holidays were 
entertained by some church families and 
businesses in Jacksonville. Jack Manning, 
Systems Engineer Manager for IBM and 
a member of Southside Baptist Church, 
suggested our company host a tour for 
the students. 
These young adults toured several 
floors of our complex including the Com­
puter Operations Department shown 
at right, which were of particular interest 
to them. 
Native countries represented by the 
students included Taiwan, Hong Kong, 
Northern Ireland, Greece, Israel and Iran. 
They attend colleges in Georgia, Louisiana, 
Michigan, New York City, Kentucky, 
Missouri, and South Carolina. 
four I � 
Andrew DePirro 
Jose Barros 
ANDREW DePIRRO PROMOTED TO 
SENIOR METHODS ANALYST 
The promotion of Andrew DePirro from a Methods 
Analyst to Senior Methods Analyst in the Methods De­
partment was announced by Bob Batie, Manager. He 
has been employed with the Plans since April, 1974. 
Andrew is a native of Long Island, New York and a 
graduate of St. Augustine High School in Brooklyn. He 
graduated from Dowling College in Idle Hour, New York 
where he received his B. B.A. degree. He is presently 
attending the University of North Florida working for 
an M.B.A. degree in Business Management. 
He served two years in the Army and was discharged 
as an SP-4. He is married to Helen and they have three 
children, Drew, Patrick, and Dawn. Andrew holds mem­
bership in the Administrative Management Association 
and the Society of Technical Communications. His hob­
bies are softball and swimming. 
TWO PROMOTIONS ANNOUNCED IN 
PROVIDER REIMBURSEMENT DEPARTMENT 
The promotions of Jose Barros to Manager of Pro­
vider Consulting and Henry Harris to Provider Consul­
tant were announced by Dudley Bumpass, Director of 
Provider Reimbursement. 
Before coming to the Plans, Jose was with the C.P.A. 
firm of Touche Ross and Company working in their 
Jacksonville office and in the Brussels and Madrid of­
fices when he was assigned to their International Europ­
ean offices. He has been employed with the Plans 
since August, 1973, and has served as Assistant Man­
ager of Provider Service since December, 1973. 
He is a native of Havana, Cuba where he graduated 
from Escuelas Pias High School. He is a graduate of 
Villanova University in Havana where he received his 
Bachelor of Commercial Science and his Master's in 
Accounting. 
Jose is a member of the National Association of 
Accountants and Hospital Financial Management As­
sociation. He is married to Lilliam and they have two 
children, Lilly and Joe. He received his American 
Citizenship in June, 1967, and his hobbies are sailing, 
racing hobie cats and tennis. 
Henry Harris 
Aloma Herrington 
Henry Joined the Plans in November, 1 
served as a Senior Auditor until his promotio 
vider Consultant. He is a native of Dothan, 
where he graduated from Rehobeth High Sc 
holds a B.S. degree in Accounting from Sanf. 
versity in Birmingham and served in the Ar 
Warrant Officer. 
Henry is a member of the Hospital Financ 
agement .A.ssociation, is married to Rilla an 
reading and gardening in his spare time. 
ALOMA HERRINGTON PROMOTED 
TO MICROFILM SUPERVISOR 
The promotion of Aloma Herrington to S 
of the Medicare B Microfilm Department was an 
by Jimmie Rust, Assistant Manager of Clai 
cessing 11, effective December 30. She has b 
ployed with the Plans since March, 1969 al 
jobs have included Retriever Operator from 
1970 and Section Leader of Microfilm from 19 
until her promotion. 
She is a native of Charlotte, North Carolina 
graduate of Andrew Jackson High School. She 
ried to Jim and they have one son, Jimmy, J 
old, who recently lettered in football as a ta/ 
guard. When Aloma is not cheering at a footbi 
she is swimming, dancing or camping. 
MARGIE CODY PROMOTED TO 
MEDICARE B TRAINING INSTRUCTOR 
The promotion of Margie Cody to Medicare 
ing Instructor was announced by Bill Johns, Ma 
Operations Support, effective January 2. She � 
employed with the Plans since October, 1968 ; 
viously was a Section Leader of Corresponden 
trol. She has also been a Section Leader in Cc 
Services and a Correspondence Clerk for the P 
Hotline. 
Margie is a native of Jacksonville where st 
uated from New Stanton High School. She ; 
husband, William, celebrated their third wedc 
niversary on New Year's Eve. She enjoys work 
young people, cooking, reading, and is a scou 
for junior and cadett Girl Scouts. She is activ, 




& ADK I NS PROMOTED TO 
A R E  B ASS I STANT MANAGERS 
romot ions  of Priscil la Davis and Jackie Adkins 
f.a re B Ass i stant  Managers have been a n nou nced 
Long,  Ass i sta nt  D i rector of Med icare Part B ,  
c e  Bowm a n ,  Manager o f  C l a ims  Payments ,  ef­
)ecember 1 6  a n d  23 respect ively. 
I l l a bega n work i ng  with the P lans  in Feb ru a ry, 
t a typ ist in Med ica re A, t ra n sferr i ng  to Med i -
a s  a c l a ims  exa m i ner i n  1 97 1 .  She has  a 
h knowledge of c l a i ms ex� m i n i ng and  has  he ld  
\obs such  as  ADR c le rk ,  24 Reprocess i ng  C lerk 
g rout i n e  u nass igned ,  a ss igned,  deceased , a m-
renta l and  p u rchase c l a i ms) , Qua l ity Contro l  
st , Sect ion  Leader and  Supervi sor o f  Rout i ne  
She has  worked i n  Correspondence,  Reasonab le  
and  L ive C la ims  Review on a l oa n  bas i s .  
s a nat ive of  Ft . P ierce where she  graduated 
co i n  Pa rk Academy and  is a member  of St. 
fia  Catho l i c  C h u rc h .  She comp leted two years 
ge in the f ie ld of Bus i ness Adm i n i strat ion at 
' Beach J r. Col lege and graduated from L i nco l n ­
rech n ica l  with a B average .  She  has  used t he  
y 's  Tu i t ion  Refund Progra m to  fu rther he r  edu ­
�nd  a t  p resent ,  she  i s  attend i n g  the  U n i vers ity 
1 F lor ida work i n g  on her degree in Bus i ness 
frat ion .  
, I la i s  ma rr ied to  Thomas a n d  they have no  
I at t h i s  t i me. However, they have a lovely  pu ppy 
Dusty. Her hobb ies a re read i ng,  danc i ng ,  cook-
sports (espec ia l ly wrest l i ng and footba l l ) .  
e was h i red i n  J a n ua ry, 1 969 and  prev ious jobs 
d Correspondence C l erk ,  Te lephone Servi ces , 
for Phys i c i ans ,  Tra i n i ng I n st ructor, Contro l  
and Su perv isor of  Contro l  Ana lysts. 
1
s a nat ive F lori d i a n  and graduated from Har lem 
�hoo l  i n  H a rl em ,  Georg ia .  She has  attended 
State U n i vers i ty and  the U n ivers i ty of F lor ida .  
work ing  on  a Bache lor  of  Re l igious  Ed ucat ion 
"! r  R i ce Sem i n a ry. 
Louise Hoagland 
Joyce Warner 
She a nd M i ke have th ree ch i l d re n ,  Mau r ice ,  Jr. , 
J ust i na and  Sherr i ,  a nd  two grandch i l d ren .  Her daugh ­
te r, J ust i n a ,  i s  em p loyed i n  ou r Or la ndo branch  off ice .  
Jack ie ,  M i ke and Mau r ice a re refi n i s h i n g  the i r swi m m i ng 
pool for the s u m mer as  a fa m i ly project. Bes ides swi m ­
m i ng ,  J ack i e  l i kes to  sew and  c reate d ry f lower a r­
ra ngements. 
HOAG LAN D  AND WAR N E R  PROMOTED 
I N  BLUE  CROSS DEPARTM ENT 
The promot ions  of Louise Hoagland and Joyce Warner 
have been a n nou nced by Ray Chaff i n , Ma nager of B l u e  
Cross C l a i ms ,  effect ive December 2 a n d  9 respect ive ly. 
Lou i se was promoted to Su perv isor  of B l ue  Cross 
Edit  and Centra l Typ i ng .  She was prev ious ly Su perv iso r  
o f  t he  Com p lementary Coverage Depa rtment .  Joyce was 
promoted to Su perv i sor  of Com plementa ry Coverage 
succeed ing  Lou i se. 
Lou ise has been an emp loyee s i nce Apri l ,  1 966 and  
served as  Sect ion  Leader from 1 969 u nt i l  1 97 1 .  She  
was  promoted to Su perv i sor i n  J u ne ,  1 97 1 .  
She i s  a nat ive of Ga i nesvi l le where she  graduated 
from h igh sch oo l .  She  attended F lor ida State U n ivers­
ity for one yea r  and completed two yea rs of N u rses 
Tra i n i ng at Hen ry G rady in At l anta . 
She i s  ma rr i ed to Mac and  they have two ch i l d re n ,  
Car l i e  a nd LeeA n n .  She i s  a member o f  t h e  Go lden Key 
Chapter of the Amer ican Bus i ness Women ' s  Assoc ia ­
t ion , l oves to cook a nd enterta i n ,  and  enjoys a l l  specta­
tor sports .  
Before her  p romot ion  to Su pervi sor, Joyce was Sec­
t ion Leader in the  Coord i n at ion of Benefits Depa rtment 
for  a yea r. She  was h i red in  October,  1 969 and  was a 
C l a ims  Exa m i ne r  i n  C .O . B .  u nt i l  her  p romotion  to Sec­
t ion Leader .  
She i s  a nat ive of Jacksonv i l le and  a graduate of 
New Stanton H igh Schoo l .  She ho lds a B .A. degree i n  
Psycho logy from Joh nson C .  Sm ith U n ivers ity i n  C h a r­
lotte, North  Ca ro l i na .  
S h e  i s  a Safety Ca pta i n  for t h e  7 t h  f loor o f  the  South 
B u i ld i ng ,  has a son ,  Andrew, J r. ,  and  enjoys sewi ng  
and  watc h i n g  footba l l  games.  
sixteen/ [Aro.fIDB 
Keeping Rates at a 
Minimum 
I nf lat ion i s  ta k i ng  its tol l i n  
a l l  aspects of t h e  economy. 
Prices a re skyrocket i ng  and ,  
unfortu nate ly ,  there is  l itt le you 
can do a bout it . 
But there i s  someth i ng  the  
F lor ida B lue  Cross and B lue  
Sh ie ld Pla n s  ca n do to  he l p  cu rb 
the r is ing costs i n  the  hea lth 
f ie ld . We ca n help keep costs 
and rates to a m i n i m u m  by ut i ­
l iz i ng  and  enforc i ng  str ict cost 
control progra ms .  They won ' t  
stop costs f rom r is i ng ,  but  they 
do keep them f rom r is i ng out 
of s ight .  
The fo l lowing  i s  a l i st of some 
of the cost contro l  progra ms 
we a re cu r rent ly ut i l iz i ng:  
Utilization Review - The F lor­
ida B l ue  Cross and  B l ue Sh ie ld 
Plans  have 44 f u l l  t ime f ie ld rep­
resentat ives consta nt ly work i ng 
with providers of ca re (hosp i ­
ta l s ,  n u rs i ng  homes,  a nd phys i ­
c ia ns) i n  a major  effort to de ­
tect , prevent a nd correct over­
ut i l izat ion and m i s-ut i l izat ion 
a round the state. 
Hospital Audits - Are cont i n ­
ua l ly be i ng  done by ou r 1 3  
Hospita l Re lat ions representa ­
t ives . These aud its a re ca rr ied 
out to assu re that dol la rs spent 
for su bscr ibers '  ca re a re not 
d i m i n ished th rough the  payment 
of serv ice not covered , or sub­
m itted i n  e rror .  Through o u r  
Hospita l Re lat ions person ne l ,  
aven ues o f  com m u n i cat ion be­
tween hospita ls  and the B l ue 
Cross Pla ns  a re a lways open 
assu r ing  smooth c la i ms proces­
s i ng .  
Coordination of  Benefits - The 
Flor ida Pla ns  encou rage grou ps 
to strong ly cons ider th i s  cost 
savi ngs featu re .  U nder the Co­
ord i nat ion of Benefits concept ,  
d u p l i cate payments a re not 
made when a nother  carr ier  has 
the pr imary respons i b i l ity of 
the c la i m .  However we wi l l  co­
ord i nate benefits with the pr i ­
ma ry ca rr ier  to pay u p  to 1 00 %  
o f  the  b i l l .  
Subrogation - A conservat ion 
effort whereby the B l ue Cross 
and B l u e  Sh ie ld Pla ns  a re re­
fu nded money when the c la i m  
resu lts from a n  acc ident and  
the  subscr iber  i nvolved is  re i m­
bu rsed t h rough other  i nsura nce 
for hosp ita l a nd doctor ex­
penses. 
five/ mRill'J)] 
Claims Committee - Th is  com­
m ittee of phys ic i ans  meets 
week ly to review c la ims  referred 
to them for med i ca l j udge­
ments by the c la ims  depa rt­
m ents of the F lor ida Pla ns .  The 
comm ittee passes j udgements 
wh ich  affect the economic  i n ­
te rests o f  pat ients and  sub­
scr i bers a l i ke .  Th is  cost savi ngs 
a pproach he lps the Pla ns  to 
detect overcha rges to ou r su b­
sc r ibers .  
Physician Relations - The 
F lo r ida Pla ns  have 7 Phys ic ian 
Re lat ions representat ives l o­
cated th roughout the  state ,  who 
work d i rect ly with phys ic ians ,  
exp la i n i ng  progra ms wh ich  we 
a d m i n ister ,  i nc l ud i ng  a l l  cost 
contro l  aspects.  Our  represen ­
tat ives a ppea r before County 
M ed ica l Soc iet ies,  contact new 
phys ic ia ns  to F lor ida and  gen ­
e ra l ly serve as t h e  d i rect avenue  
of  com m u n icat ion between phy­
s i c i ans  and the F lor ida Pla ns .  
service awards 
5Years 
Blue Cross and Medicare A 
Vivia n L. Flowers 
M i ri am Duque 
Patr ic ia R .  Hancock 
E l i nor  G. Mazyck 
Robert E. Schu macher 
Verna M. Sm ith  
S. F. Tucker 
L i l i ana  T. B lanco 
David A. Carmel 
Doris Davis 
Rosebud Bart ley 
Sharon  L. Melv in 
Yvonne  H .  Pa lmer  
Robert A. Yates 
Rohn D. Rich 
G rou p Account ing 
Cora l  Gables, 
Drug C la ims 
Group  Accou nt ing 
Em ployment 
Med.  A Edit Review 
EDP Operat ions 
Cora l  Gab les 
EDP System s  
I ncom i ng Ma i l  
Med .  A I n -Patient B i l l i ng 
Prod . & Qua l ity Contro l  
G rou p Accou nt ing 
Hospital Relat ions  
Qua l ity Control 
Blue Shield and Medicare B 
Gera ld  W. Landgraf 
Prisc i l la L. Davis 
Jan ie B. Nelson 
Euretha  M .  Thomas 
Brenda J .  Fu rlow 
lYear 
Cla ims Adm i n istrat ion 
Med.  B C la ims  
Telephone Com m u n icat ions 
Mai l  Operat ions 
CHAMPUS C la ims  
Blue Cross and Medicare A 
Delor is J .  B rown 
Nery E. G ras  
Bette D. Jones 
James T. Ma l lon  
Wanda C.  Owens  
A l i ce  M. Pi lki nton 
Sue A. Moore 
Etta J. Rhoten 
Joseph i ne Jugo 
Ne l l i e  F. Adams 
Ejetta E.  Arp 
Joanne Gagne 
Eun ice M. G rant 
R igoberto J .  Hernandez 
Mary S. Hook 
Patr ic ia G .  Jowers 
M in n ie G .  Pate 
Wi l l i e  C. Scott 
Mar i lyn  H. Stewart 
Jerry M .  Summerford 
Ruth C. Woolf 
Lau ra J. Dan ie ls  
Sandra M. B ishop 
S. A. G rier 
Me lody A. Morton  
Da l e  R .  Rose 
Betty A. Wright 
Charlene R .  H i l l  
B ruce A. McGowen 
Deborah Langford 
Word Processi ng 
Provider Re i m bu rsement 
Forl: Lauderda le  
Ut i l ization  Review 
Med. A I n-Patient B i l l i ng 
Major Med ica l C la ims 
Grou p Sa les 
Qua l ity Control 
Cora l  Gables 
Di rect Accou nt ing 
Cash iers 
Grou p Accou nt ing 
B lue Cross Services 
Cora l  Gab les 
Prod. & Qua l ity Control 
Ut i l izat ion Review 
Lake C ity 
Methods 
Med.  A. Medica l  Review 
Prod . & Qua l ity Contro l  
Med. A Medica l  Review 
Spec ia l  C la ims  
Ga i nesv i l l e  
Safety & Secu rity 
Grou p Account ing 
Tam pa Regiona l  
Contro l ler 's  Office 
I nter-Pla n Ban k  B i l l i ng 
West Pa l m  Beach 
Cash ie rs 
N i u rka M .  Arostiguez 
Ka ren S. B rowa rd 
Wi l l i am J. Hammond 
Sh i rley M. Jerk i ns  
Jeffrey D. Kea rney 
Cath ryn Stew a rt 
Kenneth M. Bruce 
Caro lyn M.  Lott 
Dwight W. Wi lson 
Cora l  Gables 
PR C la ims 
Com puter Operat ions 
Group  Accou nt ing 
Methods 
Grou p Accou nt ing 
Bu i ld i ng Management 
M icrofi lm  Processing 
D isbursements 
Blue Shield and Medicare B 
Benjam i n  L. Cope land 
Joseph P. Davis 
Frances E.  Eyles 
Nancy S. G lover 
Victoria C .  Hackford 
Patr ic ia L. Jones 
Senth ia A. Medders 
Brenda E. Rob inson  
Luzvim i nda R .  Serwit 
Mary A. Sutton 
M i na M.  Wi l l iams  
Sandra D. Wi l l i ams 
Eva M .  B rown 
B renda M. Sheffey 
Ba rba ra A. Bou ran i s  
Mary E.  Davis 
Terri E. Deck 
Cary l  A. Haffner  
Deborah L. Houck 
Drus i l l a  J u l ia n  
Laverne H .  Patr ick 
Add ie  L. Qua rterman  
Robb i n  E.  Sm ith 
Frankie  D. Wash ington 
Lou F. Love 
James F. Sch l ichter 
Jenn ifer A. West 
E lba R. Delagarza 
L i l l i an  E. H i l l  
Patr ic ia L. G reen 
Med.  B Typi ng 
Med.  B Adm i n istrat ion 
Service I l l  
Data Record i ng 
Critica l Correspondence 
Critica l Correspondence 
Med. B C la ims Tra i n i ng  
Data Record i ng 
Data Record ing 
Med. B C la ims 
Med .  B C la ims 
Med. B Correspondence Contro l  
Med.  B Correspondence Contro l  
Com p. Cov. Phys ic ians 
Telephone Com m u n ications 
Data Record ing 
Med. B Spec ia l  Correspondence 
Med.  B N ight Cla ims  
Te !ephone Com m u n icat ions 
Med.  B Records 
Data Record i ng 
Med.  B Correspondence Contro l  
Physic ian Relat ions 
Data Record i ng 
Med . B Cred it Adj ustments 
Med. B .  Correspondence 
Ma i l  Operat ions 
Data Record i ng 
Com p. Cov. Phys ic ians 
Federa l  B lue  Sh ie ld C la ims 
Lois Hatton receives her 1 5-year ruby service award pin 
from President J. W. Herbert at the Senior Staff meeting on 
January 13. Assisting in the ceremony is Harland Bradford, 
left, Director of Government Programs. 
Lois is a Data Recorder in the Direct Data Entry Department 
and celebrated her 15th year with the Plans on January 1 1 .  
This letter was sent to the Cash­
iers Department: " I  want very much 
to thank Blue Cross and Blue Shield 
for thei r kindness and help in  all 
the si ckness of the past year. I 'm 
76 and have always been pretty 
healthy. But looks li ke when sickness 
hi ts me, i t  was l i ke the bottom falli ng 
out. As i t  was all my bottom I had 
trouble wi th, I thank God for helpi ng 
me. It could have been worse as I 
was very si ck. I pray the coming 
year wi ll be much better. Si ckness 
sure digs into your li ttle savings. 
Thanks for Blue Cross and Blue 
Shi eld and Medicare. " 
>:: 
The following letter was sent to 
our President, Mr. Herbert: " I  have 
had several occasions to vi si t  your 
West Palm Beach off i ce and must 
comment on the eff i ciency and 
courtesy of the people there. They 
are most helpful  and patient wi th 
the many problems that we new 
resi dents of this area have. One of 
your employees, Mrs. Eleanor Turner, 
i s  most patient and thorough and 
helpful i n  her solu tions to our prob­
lems. I am sure that other people at 
that off ice are equally qualif ied. " 
* �� ,;, * 
A Coral Gables subscriber expres­
ses her appreciation for service from 
Terri Daly, Claims Department, i n  
the following letter: " I  am a Dade 
County school teacher i nsured by 
your company. I have called your 
off i ce for assi stance and have spoken 
to Terri Daly many times. She i s  an 
asset to your company. She i s  al­
ways polite, i nterested i n  the i ndi ­
vidual, and always wi lling to go out 
of her way to help. It i s  always a 
pleasure to talk to someone so ni ce; 
i t  gi ves the public conf idence in  the 
company. 
I have a suggestion for a new motto 
i n  the Claims Department: "DALY 
DOESN'T DALLY. " 
* * * 
Thi s letter was sent to our Presi ­
dent, Mr. Herbert, concerning Nancy 
Dolan i n  the Merri tt Island off i ce: " I  
wou ld li ke to offer grati tude for your 
choice of employees, namely, Nancy 
Dolan, of your Merri tt Island off ice. 
Wi th tremendous hospi tal bi lls and 
eventual death i n  my fami ly, Mrs. 
Dolan proved to be most helpful  and 
consoling. Thank God for having such 
nice people as she. " 
�:� 
A letter received in  Jacksonvi lle 
spotlights Carolyn Isler, Panama 
City: " I  wou ld li ke to take thi s op­
portuni ty to show my appreci ation 
for the f ine service provided by your 
representati ve in  Panama City, 
Carolyn Isler. Over the past 2 ½  
years, Carolyn has conti nued to pro­
vi de Jackson M i lls and Vanity Fair 
with the utmost in  courteous and 
efficient service. These quali ti es, 
which seem to be growing more rare 
with each passing day, are grate­
fu lly appreciated. " 
)� * * * 
Mr. Herbert received the following 
letter concerning two Ft. Lauderdale 
employees: " I  deeply appreciate the 
excellent service, consideration and 
courtesy shown to my mother by 
Myrtle Crawford and Helen Carpen­
ter. These two ladies have performed 
i n  a most impressive and ou tstanding 
fashion in  assi sting wi th the various 
cla ims and processi ng necessary. The 
patience, understanding, and kind­
ness shown to my mother in the dif­
f icu lt time since my stepfather's de­
mise are particu larly appreciated. 
Your organi zation i s  to be congratu ­
lated for i ts f ine servi ce and for i ts 
good judgement i n  employing people 
such as Mrs. Crawford and Mrs. Car­
penter. " 
* * ::,C 
A St. Petersburg subscriber writes 
concerning our pi cki ng up addi tional 
charges on her Medi care coverage: 
" I  just cou ldn' t resist saying thanks 
for the good news i n  your recent 
notice that you are assuming the 
extra charges for u s. Such admirable 
conduct of a big busi ness concern 
i n  these hecti c days for each for 
themselves only, i s, in my opinion, 
something to shout about, not j ust 
something to be taken for granted. 
So here's the appreciation of an 89 
year old and best wi shes for all con­
cerned. " 
fifteen/ 1r11lw m• 
MARLAYNE UPTON ­
EQUESTRIENNE PERSO 
Marlayne Upton realized , 
come true on a Sunday, Jan 
when she was gi ven the opp 
to ri de a Royal L i ppizan 
named Pluto Platanna. 
Marlayne i s  a claims an 
the West Palm Beach branc 
where she has worked si ne 
1973. She i s  a real horse I 
well as lover of all animals a 
she has always had a life Ion! 
of ridi ng one of these beauti1 
tu res. 
When the Royal Li ppi zan 
show vi si ted the West Palm 
Audi tori um, Mr. Ralph Boye 
ager of the Audi tori um, ga, 
layne the chance to ri de Plu 
anna valued at $ 125 , 000. C 
Boyes i s  a subscriber whom M 
has assi sted several times i 
claims and showed hi s appri 
to her by arranging for her 
the horse. 
This particu lar animal's s 
i s  the Capriole. (The horse f i  
tempo, leaps i nto the ai r < 
hi s forelegs u nder his chest 
height of elevati on, ki cks out 
ly wi th the hi nd legs) . Marla 
plains only certai n horses ca 
the Capriole, and they are 
longer than the rest. She s; 
Capriole i s  the u ltimate feat. 
Marlayne i s  married to Jarr 
is a policeman for the town 
tana. She has one chi ld, a son 
M ichael who i s  two years old. 
Marlayne Upton is shown a 
Royal Lippizan Stallion. 
Pate, West Pa lm Beach, re­
the fo llowing letter :  
sn 't often that one cal ls and 
s the courtesy and help that 
received from 'your gi rls.' 
nust compl iment you, Mrs. 
,ut I also want you to know 
=at these g i rls have been to 
no doubt they have helped 
1thers. I thank you al l again 
making me feel �'m a nu is-
•e * 
1do's Branch Manager Don 
ay is proud of these two let­
m subscribers: " I  wish to ex-
1y appreciation and heartfelt 
to Justina Marshal l, ·Claims 
er. Through her efforts and 
:fge she was able to help me 
a refund of money due me of 
I was not aware of. We are 
people and even though we 
read and understand all the 
of a contract, it does not al­
ork out that way. Mrs. Mar­
ttacked the problem with ef­
, and thoroughness and you 
be congratulated on the type 
,on she is who is able to 
problems with such dis-
ire are occasions when it be­
very grat ifying to f ind an in­
I who can more than satisfy 
qui ry with knowledgeable,  in­
t, and tactful handling. I 
l ike to recognize a certain in­
I as your Marge Schiff who I 
an outstanding credit to your 
:at ion." 
" WE  GET LETTERS . • • " 
This letter was received in our 
Daytona Beach off ice: " I  recently 
spent some time in the hospital and 
bel ieve it or not, it was my f i rst v is it  
to the hosp ital in 63 years. Blue 
Cross and Blue Shield paid the whole  
shebang. Just the knowledge that 
one does not have to worry about 
f inancial disaster ,  tends to make 
recovery more certain. I don't know 
who conceived the concept of Blue 
Cross but whoever he was, (or may­
be whoever SHE was) , they are the 
o ld biddy's patron Sa int, especially 
mine!" 
::� ::::� >!< 
This letter was sent to Bea St iven­
der ,  Supervisor of Blue Shield Cor­
respondence compl imenting Mary 
Smith and Rita Carter: "I was pro­
mised a photostatic copy return of 
all mater ials for services rendered. 
I have f inally gotten this straightened 
out with the f ine help of Mary Smith 
and Rita Carter. I can say that they 
have been del i ghtful and helpful and 
certainly ref lect intell igent person­
nel ." 
;� ::::: * * * 
These two letters were sent to 
Elaine Thorpe, Claims Examiner i n  
the Ft. Lauderdale off ice: " I  have 
been try ing for four months to re­
solve a situation with no success con­
cerning payment of two physicians 
who had operated on my wife. By 
chance one day I got Mrs. Thorpe 
on the phone, and although she had 
not or igina l l y  worked with me con­
cerning th is matter ,  she went out of 
her way to help me as much as she 
could with courtesy and thoroughness 
in all our conversations. I feel that 
she should be commended for this ,  
and please express to her my thanks 
and appreciation for anything that 
she was able to do to assist me." 
" I  want to thank you for the very 
kind, courteous, and eff icient manner 
in which you handled my inqui r ies 
yesterday in your off ice. It was a re­
assur ing and satisfying exper ience. I 
greatly appreciate it." 
fou rteen/ 
The fo l lowing letter was sent to 
Clarence Bolin, Branch Manager in 
our St. Petersburg off ice compl iment­
ing three of his employees: "This  
letter is to tel l  you how much I ap­
prec iate the kind of treatment I re­
ceived f rom your employees. They are 
always courteous and seem to be 
happy to furn ish any information re­
quested. It is a pleasure, these days, 
to f ind persons who deal with the 
publ ic that are patient and wi l l ing 
to g ive all  the t ime that is desi red. I 
learned the names of three of your 
employees with whom I have talked 
who exempl i fy the qual it ies I have 
related herein: Sue Nelson, Betty 
Travelstead and Rosemary Boost­
ron. " 
::::: :::� * ,:, 
This letter was wr itten by a Ft . 
Lauderdale subscr iber :  "I have wr it­
ten you fo lks before tell ing you about 
the people you employ in your Ft. 
Lauderdale off ice. My wife and I 
have been members of Blue Cross 
and Blue Shield for many years. You 
have a wonderful person by the name 
of Myrtle Crawford working there. 
This woman takes time to tell you 
what you are entitled to and what 
you can't receive. It is a pleasure to 
talk a lso to your accounting depart­
ment employees there. These women 
do not have an easy time with some 
people. We would l ike the manage­
ment to know that they shou Id be 
proud of persons like Mrs. Crawford 
and she should be told by manage­
ment about the f ine work she is do­
ing. If more businesses had people 
l ike th is, what a good wor ld this . 
would be." 
.,. * * 
This letter concerns Evelyn Yaniz, 
Cora l Gables: "We had to v isit your 
off ice to f ind out what to do about 
changing from New York to Flor ida. 
We had Evelyn Yaniz take care of us 
and I have to compl iment the f i rm 
for hav ing a very courteous and 
helpfu l person take care of us. She 
is one of the nicest gi r ls that we 
have met in Flor ida." 
Omf ukntiality 
of 
Medical, Inf armatinn 
Dr. Tom I rwin, Vice President and Medical Director, 
has passed along the fol lowing news release from the 
American Medical Record Association as pertinent read­
ing material for al l employees. The patient's right to 
privacy and the confidentiality of al l patients' records 
should be uppermost in employees' minds at al l times. 
The fo llowing position paper was adopted by the 
American Medical Record Association at the House of 
Delegates session, October 14, during the AMRA 46th 
Annual Meeting in San Francisco. 
"The American Medical Record Association (AMRA) 
throughout i ts history has recognized the patient's r ight 
to privacy in relation to his medical record. Whi le the 
patient does not have the property r ight to his record, 
he does have the protected r ight of information. 
"The pr imary purpose of the medical record is to 
document the course of the patient's health care and 
to provide a medium of communication among di rect 
care profess ionals for current and future patient care. 
Unless the patient can feel assured that the highly 
sensit ive and personal information he shares with health 
care professionals wi l l  remain conf idential ,  he may 
withhold information cri tical to his treatment, thereby 
diminishing the qual ity of the care provided him. 
"Economic and social  issues, together with tech­
nological advances, have resulted in an erosion of the 
confidential relationship traditional ly exist ing between 
patient and health care professional.  Substantiat ion of 
claims for payment has generated an ever increasing 
number of requests for information f rom patient health 
records. At the same time, the tremendous growth of 
computer ized health data, the development of huge 
data banks and the advancements in record l inkage 
pose an enormous threat to the pr ivacy of medical in­
formation. The publ ic is general ly unaware of this threat 
or of the ser ious consequences of a loss of conf iden­
tial ity in the health care system. Adequate measures 
to contro l medical pr ivacy in the l ight of electronic in­
formation processing can and must be establ ished. 
"The American Medical Record Association recog­
nizes the need for patient health information in provid­
ing a sound basis both for substantiating claims and 
for conducting medical care evaluation. Therefore, sub­
ject to appl icable legal provisions, release of any in­
dividually ident if iable medical information for any pur­
pose other than patient care must be done only with 
the expressed authorizat ion of the patient or his legal 
agent. 
seven/ 
1 1  Further ,  AMRA recommends greater emphasis on 
the patient's r ight to pr ivacy by health care inst itutions 
through the establishment of written pol ic ies for the re­
lease of information,  together with active educational 
programs for all staff personnel, to enforce these 
pol ic ies. 
"With respect to th is r ight of pr ivacy, AMRA urges 
the development and implementation of programs to: 
(1) protect the patient from invasion of pr ivacy as a 
result of indiscr iminate and unauthorized access to 
confidential  health information and (2) promote appli ­
cable usage of medical information once it is  dissemin­
ated to author ized persons." 
A Pat On The Back 
To Kent Jacqtnein 
Frotn United Way 
R o b e r t S h i r cl i f f, 1974-75 
United Way Campaign Chai rman, 
has wr itten our President, Mr .  
Herbert, the fo l lowing letter con­
cerning Kent Jacqmein who 
served as our "loaned executive" 
dur ing the recent campaign: 
"The United Way campaign 
achieved the highest amount of 
_, ___ money ever raised in a single 
campaign this year. Of particular s ignif icance is the 
economic instab il ity dur ing the campaign months of 
September and October. 
"Largely responsible for the $200,000 over last year 
were the efforts of the Loaned Executives. This pro­
gram was successfu l aga in because of the high qual ity 
of the men loaned to the United Way. 
"We take part icular pr ide in thanking you for the 
serv ices of Kent Jacqmein. Kent was responsible for 
conducting United Way campaigns in over 40 local com­
panies. Not only did he complete al l his responsibil i t ies, 
he also was responsible for campaigns being conducted 
in several companies which prev iously had not allowed 
thei r employees to be sol icited. 
"This was not a 9 -5 job - many t imes Kent started 
early and worked late, making speeches and showing 
f i lms to accommodate the various companies. His ef­
forts involved organizat ion and follow-through with the 
Chief Executive and Company Chai rman and many 
others in each of his assignments. It inc luded develop­
ing and working within a str ict t ime schedule, yet being 
f lexible enough to make last minute changes. 
"Kent became deeply involved in what he was doing, 
with both the givers and recipients of service. He be­
came knowledgeable of the United Way agencies and 
was able to speak d i rectly and dramatically about the 
needs of people. Because of this, he was extremely 
effective in h is presentations to employee groups. You 
could not have chosen a more capable man than Kent 
Jacqmein - for th is we are grateful ." 
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Two new Blue Cross Board members are pictured here during an orientation session on January 3. Looking at two Blue 
Cross organizational charts, from left, are Director of Hospitals, Middleton T. Mustian, Tallahassee Memorial Hospital, formerly 
a Blue Cross Board member; Mel Snead, Vice President-Hospital Relations; Bently 8. Lang, Administrator of Manatee Memorial 
Hospital, Bradenton, and President of the Florida Hospital Association; and W. J. Stansell, Senior Vice President. 
Employees in the Methods Department displayed their Christmas spirit by donating $ 1 1 5.00 towards gifts for a needy family. 
The family of four, consisting of a mother and three children, was selected by contacting the Florida Division of Family Services. 
Methods employees, with the exception of two people, are pictured, along with their gifts of a fully-cooked turkey, a ham, 
canned goods, staple items, clothing, games and toys for the children, and an electric toaster-oven for the mother, which were 
delivered to the family on December 20. 
eight/ � 
Disney World's Tomorrowland 
Opens Space Mountain 
Employees holding Magic K ingdom Club member­
sh ip  ca rds for Disney World wi ll be interested in know­
ing that Walt Disney World unvei led its most exciting 
h igh speed th r i ll adventure on Janua ry 15. It is Space 
Mounta in, pa rt of a whole new Tomorrowland a rea 
in the Magic Kingdom. Former astronauts Scott Car­
penter, Gordon Cooper and Jim I rwin attended the 
opening ceremonies. 
The dramatic cone-shaped mounta in, presented by 
RCA, encompasses a spine-t ingling experience wh ich 
designers say wi l l  bring guests as close as most will 
ever come to racing th rough outer space. It is 300 
feet wide and 175 feet tall. 
Guests travel th rough a "night sky" with in  the 
tain, streaking upwa rd past a gi ant X- 15 rock 
then plunging ea rth -wa rd in a series of breath 
twists and turns. 
A whole new Tomorrowland is being built i 
Space Mountain. It features the innovative 
Mover, Ca rousel of progress presented by Generc 
tr ic, which tel ls of the growth of electr icity 
American home from 1890 to the present, a I  
wh i rling Sta r Jets adventure where two-man "jets 
a round a centra l pylon resembl ing a Saturn 
veh icle. 
thirteen/ � 
Suggestion Award Program 
Pays Out $429.00 
Skelley, Vice President-Corporate Staff and Planning, presents a check for $281.00 t o  Bob Ice, Maintenance Engineer. 
ranager Derald Smart is shown at right. 
mployees have won a total of $429. 00 i n  sug­
hecks. Wi nner of the largest award i s  Bob Ice, 
nee Engi neer, Bui ldi ng  Management Depart­
o received a $281. 00 check to start off the 
r ight. His suggest ion to make avai l able addi ­
, rage space has been pendi ng for some t ime 
space was actual l y  needed. 
�a was to put concrete blocks on three sides 
1 on the fi rst l evel of the West Bui ldi ng  parki ng  
> make addit ional storage space. S i nce the 
oor, and l i ght ing are al ready there, hi s sug­
·ould give an addit ional 2 ,650  sq . ft. of per­
torage space. 
1s been an employee for three and a half years 
an award on hi s second attempt. Your editor 
isi st the temptat ion to make mention of the 
Mr. Ice i s  an air condition ing engi neer here 
mpany and smokes Kool c igarettes! 
Parker, Medicaid Department, received a check 
. 00 which has been mai l ed to her si nce she 
ompany whi l e  her suggest ion was bei ng eva l ­
er idea was that fam i ly  m ember numbers 
i kicked out in the Edit error l i st i ng  because 
,rrect check digit be recomputed automat ical ly 
f manual l y. 
her employees received $ 10.00 checks: Edna 





Plans have been f ina l ized for our Ca reer 
Development Center. You ' l l  remember from 
a previous issue of PROFI LE that the Ca­
reer Development Center is designed to 
assist employees in identify ing and develop­
ing the i r  potentia l to the fu l lest ,  and to 
provide them with a maximum number of 
ca reer opt ions ava i lab le  for u pward and 
latera l movement as the Plans grow. 
Tra i n i ng for Ass istant Managers and 
Managers who wi l l  serve as Observers i n  
the  Center wh i le pa rt ic ipants a re i nvolved 
in the job re lated exercises wi l l  be con­
ducted the weeks of Februa ry 24 and March 
3 .  The fi rst program for employees wi l l  be 
held the week of Ma rch 1 7  with subsequent 
programs to be conducted every th i rd week. 
� 
Good Telephone Usage 
Can Help You 
ANSWER PROMPTLY 
No one l i kes to wait .  If possi ble, answer at the end 
of the fi rst ri ng. Be ready to talk as soon as you pick  
up the receiver. Speak di rectl y  i nto the telephone. Hold 
the mouthpiece about an i nch from your l i ps. Enunc iate 
c learly. 
I DENTIFY YOURSELF 
The conversat ion can not real ly  begi n unt i l  the cal l er 
knows he has reached the right place. G ive your name 
when answeri ng  your own extension telephone. When 
answeri ng  another's telephone, give hi s n am e, fol ­
l owed by your name. When answeri ng an office exten ­
sion telephone, identify the office and give your name. 
TAKE CALLS FOR OTHERS COURTEOUSLY 
The person cal l ed may be i n  the office, but unable to 
answer his own telephone. S i nce the cal l er cannot see 
what i s  happen i ng, give a suff ic ient explanat ion .  Offer 
a choice between waiti ng or bei ng cal l ed back. 
TAKE MESSAGES ACCURATELY 
Taki ng messages reduces cal l -backs and promotes 
cal l er sat isfact ion .  Keep pad and penc i l  readi ly avai l ­
able for taki ng  messages. Request , rather than demand, 
i nformat ion .  Get complete detai l s  and repeat the i n ­
format ion to make sure i t  i s  correct. 
TRANSFER CALLS CAREFULLY 
Try to be helpful and transfer cal l s  on ly when neces­
sary. Tel l the cal l er why a transfer is necessary. Usi ng 
our Centrex system i s  eff ic ient and fast. 
HANDLE COMPLAINTS TACTFULLY 
You speak as your company's representative. A good 
reputat ion i s  founded on a pleasant, helpful attitude. 
Be a good l i stener and remai n cal m  and fr iendly. Avoid 
blam ing  someone el se or taki ng  the matter personal ly. 
Apologize for m i stakes. Be ready to volunteer i nforma­
t ion and offer assistance. 
CHECK INFORMATION CONSIDERATELY 
Avoid sayi n g  "Just a m i nute" or "hold on . "  Explai n 
why. If it wi l l  take some t ime to get the i nformat ion ,  
offer t o  cal l back. If you are away from the l i ne  for a 
long i nterval return to the l i ne  and report to the cal l er ,  
as " I'm sti l l  checki ng on that, or may I cal l you back?" 
USE TH E D IRECTORY CORRECTLY 
The pri mary purpose of the di rectory i s  to assist 
telephone users to obtai n or i dentify numbers they 
wish to cal l .  Always l ook up the number when you are 
in doubt . Write it down in a personal number booklet 
for future reference. 
MAKE CALLS COURTEOUSLY 
When you reach the wrong party, be courteous enough 
to excuse the cal l by sayi ng  " I'm sorry, I have the 
wrong number. " 
Never hang up on anyone when you discover you 
have reached the wrong extension . 
REFLECT PERSONALITY 
The picture you create over the telephone i s  form ed 
enti rely by what you say and how you say it . Acqui re a 
good telephone personal ity by thoughtful considerat ion 
of the fol lowi ng terms: 
EXPRESS OVERTONES 
Thoughtful considerat ion ,  courtesy, expressed si n ­
cere i nterest, understandi ng of the other person's poi nt 
of view, and desi re to be helpful . 
BE HEARD CAREFULLY 
A nomal c�mversat ional ton e  of voice - neither too 
l oud nor too soft - carries best over the telephone. 
SPEAK DISTINCTLY 
Dist i nct speech i s  essent ial ,  si nce the l i stener can 
neither read your l i ps nor see your expression s. 
TALK AT AN APPROPRIATE PACE 
A moderate rate of speech i s  more easi l y  understood 
but the pace should be related to the ideas bei ng  ex­
pressed. 
CHOOSE THE RIGHT WORD 
Your ideas should be expressed simply, usi ng  des­
cr ipt ive words where appropriate. Techn ical , cumber­
some, unnecessari l y  l engthy words may confuse the 
other person and may requi re explanat ion or even cause 
m i sunderstandi ng. Avoid slang because it sounds un­
busi nessl i ke. 
I NFLECTION 
Inf lect ion ,  or the ri se and fal l of your voice, not on ly 
helps your thoughts but al so adds personal ity to your 
voice. A monotone voice may seem di si nterested be­
cause it is f lat and l acks spi rit. 
END CALLS PLEASANTLY 
leave a last ing favorable i mpression . Express regret 
or apprec iat ion ,  as appropriate and add "Good by, " 
plus the person's nam e, if known . 
nine / � 
In our age of increas ing leisure time, excessive consump­
tion o f f  a tty foods and unearthly fear  of exercise, the chances 
of  having a heart a ttack look pretty good. If you have any 
doubts, the fo ffowing article, based on a speech by Dr. 
Richard C. Ba tes Reported by COOD HANDS of Affs tate 
Insurance, wiff convince you .  
S i nce th i s  i s  the era of " Do It You rse l f,"  I 'm go i ng to te l l  
you what you shou ld  do to make you r  own heart attack 
r�ght in you r own basement workshop.  
What is  a Heart Attack? 
The heart is a l a rge musc u l a r  organ that pumps and c i r­
c u l ates f ive qua rts of b lood around  a nd a round ,  over and 
over. A b lood supp ly  comes to the heart th rough t i ny p i pes 
or a rter ies that enc i rc le  the top of the heart somet h i ng l i ke 
a c rown .  The Lat i n  word for c rown is "corona," so we 
speak of these as the "coronary a rter ies ."  From b i rth these 
a rter ies beg i n  to fi l l  i n  w i th  a fatty substance known as 
c ho lestero l .  New a rter ies attempt to grow i n to the heart to 
br i ng i n  new channe l s  for the fl ow of b lood as these o ld  
a rter ies f i l l  up .  So  we are a l l  i n  a race from bi rth  to  death 
between these factors that st i m u l ate the growth of new 
blood vesse ls  i nto the heart, and promote the depos i t  of 
cho lestero l in the old arter ies .  
The fi rst symptom of troub le  i s  pa i n .  I t ' s not that  l i tt l e  
pa i n  you 've been not i c i ng i n  a sma l l  spot on  the left s ide  
of  you r  chest wh i l e I ' ve been tal k i ng .  That ' s  not  the  pai n 
of a heart attack .  That 's the pa i n  of peop le  who are worry­
i ng about hav i ng a heart attack .  The pa i n  of a coronary 
i sn ' t  over the hea rt at a l l ,  but i n  the upper center of the 
chest, and i t  h u rts .  It h u rts  as bad ly  as a broken leg. 
I nducing Factors 
F i rst, i t ' s  not a matter of ag i n g, as we or ig i n a l l y  thought .  
The peak for hav i ng a coronary i s  reached at age 4 5  i f  you 
a re a man; 5 5  i f  you are a woma n .  After these ages, you r 
chances of dy i ng of a coronary d i m i n i sh  part l y  because 
you r  c hances of dy i ng  of other th i ngs i nc rease. 
One of the good th i ngs in you r  favor is the matter of 
hered ity; the more people you have i n  you r  fam i l y  who have 
d ied sudden ly ,  the better you r  chances are. Then there' s 
the matter of sex. Men have s i x  t i mes as ma ny heart attacks 
as women .  
I t  hel ps i f  you  I i ve i n  t he  c i ty-c i ty dwel lers have more 
coronar ies  than cou ntry fo l ks, and th i s  i s  probabl y re l ated 
to the matter of exerc i se .  We used to teach that exerc i se 
brought on a heart attack .  Now, we bel ieve, it is the factor 
wh i ch  st i m u l ates the growth of new blood vessel s i nto the 
heart .  The heart is a musc le  and the more i t  i s  used the 
better b lood supp ly  i t  grows for i tse l f. In a study done i n  
G reat B r i ta i n , two-t iered buses req u i re one man to s i t  and 
d r i ve the bus a l l day, w h i l e  another man  i s  on h i s  feet 
wa l k i n g  the a i s l es to the upper deck and down punc h i ng 
t i ckets .  It was not i ced that the bus d r i vers have q u i te a few 
heart attacks, wh i l e the cond uctors, on the i r  feet a l l  day, 
a l most never have them.  
B ut, then,  what about  the stor ies in  the newspapers of  
peop le  d ropp i ng dead d u r i ng v io lent  exerc i se ?  On a day 
in  the w i nter when we have a wet, heavy snow, some 
newspaper reporter ca l l s  the c i ty morgue and d i scovers 
that f ive men d ropped dead wh i le shovel i ng snow that day. 
The next day i t' s  br i ght and sun ny, and the snow is a l l 
c l eared away . He doesn ' t  ca l l  the morgue. If he d id ,  he 
wou l d  f i nd  on that day 1 1  men d ropped dead not shovel i ng 
snow. If it takes 45 years to br i ng o n  th i s  d i sec1se, what 
you a re do ing  i n  the l ast f ive or ten m i n utes i s  of l i tt l e  
i m portance.  
Diet 
The most i m portant of a l l  the facto rs you can control i s  
the matter o f  d i et. Cho lestero l that f i l l s  i n  t he wa l l s  o f  the 
a rter ies i s  fou nd i n  a great many of the foods that we eat. 
Even i f  t h i s  were not so, the body i s  capab le  of man ufac­
tu r i ng great amou nts of i t  from certa i n  fats in our d iet. 
Amer i ca ns have more cho lestero l in thei r b lood streams 
and more hea rt attacks than any other peop le  in the world .  
However, t h e  Swedes stand next t o  us i n  t he amount of 
fat in the i r  d iet, and next to us i n  the amou nt of c ho lestero l 
i n  the i r  b lood stream, but they have o n l y  ha l f  as many 
heart attacks as do we. N ow we bel ieve th i s  i s  because 
Swedes own fewer power l awn mowers, go l f  ca rts and 
se l f-w i nd i ng wr i stwatches. By exerc i s i ng more they mod ify 
the factor of d i et .  
Esk i mos l ive on pract i ca l l y  not h i ng but fat, and yet i t  
was d i scovered that the i r  blood cho leste ro l l eve ls  a re a 
I i tt le  be low the i n ternat iona l  average. E sk i mos' fats come 
from a n i ma l s  that sw i m  in the sea, and these fats a re nor­
ma l l y  l iq u i d  at room termperatu re .  Fats that a re I i q u i d  at 
room termperatu re (so ca l led "soft" or " u n satu rated" fats) 
do not e l evate the b lood cho lestero l and  some of them 
actua l l y lower i t .  These fats in our d i et wou ld  i nc l ude corn 
oi l  (Mazo l a) ,  cotton seed o i l  (Wesson O i l )  pean ut o i l  and 
o l i ve o i l .  The fats wh i ch  ra i se t he b lood cho lestero l a re sol i d  
or  sem i so l i d  a t  room temperature ( " hard" or "satu rated" 
fats) and these are represented by beef suet, m utton  tal l ow, 
pork l a rd ,  the more expens ive spread-but a l so by vege­
tab le  fats that have been hyd rogenated, such  as the l ess 
expens ive spread and the var ious l a rd subst i tutes. 
So, i f  you want a hea rt attack, you shou ld  get as many 
of these hard fats i nto you r  d iet as poss i b l e :  Dr i nk  1 5 -20 
c u ps of coffee wi th c ream a day-it' s s u rpr i s i ng how m uch  
butterfat you can  p ick  up  i n  t h i s  fash ion .  There are two 
pats of butter d i sso lved i n  each g l ass of who le  m i l k , so if 
you d r i n k  two q ua rts of m i l k  a d ay, t here a re 1 6  pats of 
butter i n  you r  d iet r ight there .  Eat a l ot of i ce c ream.  E at a 
l ot of t h i ck, j u i cy steaks, wel l marb led w i th  fat, and don' t  
tr i m the fat from around  the edge-you pa id  for i t ,  eat  i t .  
Marry the k i nd of woman who i s  noted as a good cook 
beca use she puts butter and c ream i n  al I of her  rec i pes. 
Cholesterol 
T h i s  sort of d iet w i l l  not o n l y  e l evate you r  b lood cho les­
tero l ,  but w i l l  a l so make you fat, and that' s he l pfu l ,  too. Th i n  
peop le have j ust a s  many heart attacks a s  fat people, but 
the fat people are more i nc l i ned to have the fata l  k i nd .  How 
do you know if you ' re fat ? Th row out the standard height 
and we ight tables-they' re far too easy to ma n i pu l ate. Get 
ho ld  of a tape measure and s l i p  it a round  you r  wa i st . For a 
man,  the normal  wa i st measurement i s  3 2  i n ches; for a 
woman,  2 6  i nches. For every i nch  you r  wa i st measu res 
more than th i s, you ' re f ive pou nds overwei ght .  So, i f  you' re 
a man wi th  a 40- i nch  wa i st l i ne, t h i s  i s  8 i nches more than 
3 2 ;  at f ive pounds to the i nc h  t i mes e ight, you ' re 40 pou nds 
overweight .  Another good way to te l  I i s  to reca l  I how much  
you  weighed on you r  wed d i ng day .  You' re no tal ler  than 
you were then and you certa i n l y haven't gai ned any mus-
eleven/ 
c le .  So, if you weigh more than you d i d  on you r 
d ay, i t ' s  fat . 
It he l ps if you are wea l thy .  R i c h  people have rr 
attacks than poor  people presu mab ly  because 
afford more of those th i ck, j u i cy steaks and h i rE 
the i r  yard work done.  The one stat i st i c  that sta r 
every study yet done is ,  the h igher the standard 
the more freq uent are coronary occ l u s ions .  
Smoking 
One of the good, pos i t ive t h i ngs you can do is 
c i garettes . P i pes and c igars have no effect, but t 
a-day smokers have tw ice as many heart attack  
smokers. 
Stress and Strain Concept 
Here the sc ient i sts l et us down .  We can ' t  dete1 
effect of these th i ngs on the i n c i dence of hear 
because we can't measu re nervous  st ress and exI  
u n i ts, and  in our bus i ness when we can't  express 
u n its we can ' t  measu re its effect. I f  ha rd work h as 
to do wi th  t h i s  d i sease, i t' s  that hard workers m 
money and then eat a r icher d i et and  get less exerc i :  
St i l l  i t ' s  a not ion that 's been around  a l o n g  t im  
have an  exp lanat ion for that, too. A phys i c i an 
B r i ta i n  had th i s  to say on th i s  su bject : " Peop le  a 
stress and stra i n  concept beca use it nour i shes t he 1 
be l iever and consoles h i s  rel at ives.  It p l aces coro r  
d i sease i n  the  pos i t ion of  be i ng an  u nj ust reward · 
How m uch  n i cer it i s  to be to ld  it i s  d ue to h ,  
l audab le  ambi t ion and se l fless devot ion  to  d uty, 
to gl uttony and phys ica l  i ndo lence ."  
Another  popu la r  idea i s  that the temendous 
rea l  i nc rease in  heart attacks we' ve been see i n � 
somehow re l ated to what is spoken of as t he " 
pace and tens ions  of modern t i mes . "  Actua l l y, 
days of the 40-hour  week and "crad le-to-grave 
it ' s doubtfu l if man ev€r  had such  a soft, re laxed 
i n  t he h i story of the wor ld .  Our  greatgra ndfathE 
ta ke the r if le w ith  them when they went to the b 
s u re t hey' d  get back to the house w ith  the i r sc 
that 's tens ion .  
End Results 
I n  summary,  then,  p i ck  you r  ancestors, be a m; 
a c i ty i n  the U n i ted States, make a lot of mon 
beh i nd a desk ,  eat  a lot of meat a nd d a i ry prod uc  
smoke two packages of c i garettes a day, and never 
Most peop le won' t  make any changes; j ust keep 
what they've been do i ng.  
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rt attack .  That 's the pa i n  of people who a re worry­
Jt hav i ng a heart attack .  The pa i n  of a coronary 
'.r the heart at a l  I ,  but i n  the upper center  of the 
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: Factors 
t 's not a matter of ag i ng, as we or ig i na l l y  thought .  
< for hav i ng a coronary i s  reached at age 45  if you 
In ;  5 5  i f  you are a woman .  After these ages, you r 
chances of dy i ng  of a coronary d i m i n i s h  pa rt l y  because 
you r  chances of dy i ng  of other th i ngs i nc rease. 
One of the good t h i ngs in you r  favor i s  the matter of 
hered ity ; the more people you have in you r fam i l y  who have 
d ied sudden l y, the better you r  chances a re .  Then there' s 
the matter of sex .  Men have s i x  t i mes as many heart attacks 
as women .  
I t  he l ps i f  you l ive i n  the c i ty-c i ty dwel lers have more 
coronar ies than cou ntry fo l ks, and th i s  i s  probab ly  re l ated 
to the matter of exerc i se .  We used to teach  that exerc i se 
brought on a heart attack .  Now, we be l ieve, it i s  the facto r 
wh i ch  st i m u l ates the growth of new b lood vesse l s  i nto the 
heart .  The heart is a m usc le  and the more i t  i s  used the 
better b lood supp ly  i t  grows for i tse l f. In a st udy done i n  
G reat Br i ta i n , two-t iered buses req u i re one man to s i t  and 
d r i ve the bus a l l day, wh i l e  another man i s  on h i s  feet 
wa l k i ng the a i s les to t he upper deck and down punc h i ng 
t i ckets .  It was not i ced that the bus d r i vers have qu i te a few 
heart attacks, wh i le the conductors, on the i r feet a l l  d ay, 
a l most never h ave them.  
B ut, t hen ,  what about t he stor ies i n  the newspape rs of 
people d ropp i ng  dead du r i ng v io lent  exerc i se ?  On a day 
in the w i nter when we have a wet, heavy snow, some 
newspaper reporter ca l  I s  the c i ty morgue and d i scovers 
that f ive men dropped dead wh i le shove l i ng snow that day .  
The next day i t ' s  br i ght and sun ny, and the snow i s  a l l 
c l eared away . He doesn ' t  ca l I the morgue. If he d i d ,  he 
wou ld fi nd on that day 1 1  men d ropped dead not shove l i ng 
snow. If it takes 45 yea rs to br i ng on t h i s  d i sease, what 
you a re do i ng i n  the last fi ve or ten m i n utes i s  of l i tt l e  
importance.  
Diet 
The most important of a l l  the factors you can control i s  
the matter o f  d i et .  Cho lestero l that fi l l s i n  the wa l l s o f  the 
a rteries i s  fou nd in a great many of the foods that we eat. 
Even if t h i s  were not so, t he body i s  capab le  of man ufac­
tur i ng great amou nts of i t  from certa i n  fats in our d iet. 
'· 
' � 
Amer icans have more cho lestero l in the i r  b l ood streams 
and more heart attacks than any other peop le in the world .  
However, t h e  Swedes stand next to u s  i n  the amount of 
fat in the i r d iet, and next to us in the amount of c ho lesterol 
in the i r b lood stream, but they have on l y  ha l f  as many 
heart attacks as do we .  Now we be l ieve th i s  i s  because 
Swedes own fewer power l awn mowers, go l f  ca rts and 
sel f-w i nd i ng wr i stwatches. By exerc i s i ng more they mod ify 
the factor of d i et . 
Esk i mos l ive on pract i ca l l y  noth i ng but fat, and yet i t  
was d i scovered that the i r  b lood cho lestero l l eve l s  a re a 
l i tt l e  be low the i nternat iona l  average . Esk i mos' fats come 
from a n i ma l s  t hat swi m  in the sea, and these fats a re nor­
ma l l y l iq u i d  at room termperatu re. Fats that a re l iq u i d  at 
room termperature (so cal l ed "soft" or "un satu rated" fats) 
do not e levate the b lood cho lestero l and some of them 
actua l l y  l ower i t .  These fats in our d iet wou l d  i nc l ude corn 
o i l  (Mazo l a) ,  cotton seed o i l  (Wesson O i l )  pean ut o i l  and 
o l i ve o i l .  The fats wh ich ra i se the b lood cho lestero l a re sol id  
or  sem i so l i d  at room tem peratu re ( "ha rd"  or " satu rated " 
fats) and these are represented by beef suet, m utton ta l l ow, 
pork l a rd, the more expens ive spread-but a l so by vege­
tabl e fats that have been hyd rogenated, such as the l ess 
expens ive spread and the var ious l a rd su bst i tutes. 
So, i f  you want a heart attack, you shou l d  get as  many 
of  these hard fats i nto you r  d iet as poss i b l e .- Dr i n k  1 5 -20 
cups of  coffee w ith c ream a day-it' s s u rpr i s i ng how much 
butterfat you can p ick  u p  i n  t h i s  fash ion . There a re two 
pats of butter d i sso l ved i n  each g l ass of who le  m i l k, so if 
you d r i n k  two qua rts of m i l k  a day, there a re 1 6  pats of 
butter in you r  d iet r ight there .  Eat a lot of i ce c ream.  Eat a 
lot of t h i ck, j u i cy steaks, wel l marb led w i th fat, a nd don' t  
tr i m the fat from around the edge-you pa id  fo r i t ,  eat  i t .  
Marry the k i nd of woman who i s  noted as a good cook 
beca use she puts butter and c ream in a l  I of her rec i pes. 
Cholesterol 
Th i s  sort of d iet w i l l  not on l y  e l evate you r  b lood cho les­
tero l ,  but w i l l  a l so make you fat, and that' s hel pfu l ,  too. Th i n  
peop le have j ust a s  many heart attacks a s  fat peop le, but 
the fat people a re more i nc l i ned to have the fata l  k i nd .  How 
do you know i f  you ' re fat ?  Th row out the standard he ight 
and we ight tab les-they ' re far too easy to ma n i pu l ate. Get 
ho ld of a tape measu re and s l i p  it around you r  wa i st .  For a 
man ,  the normal  wa i st measu rement i s  3 2  i nches; for a 
woman,  26  i nc hes.  For every i nch  you r  wa i st measu res 
more than th i s , you ' re fi ve pou nds overweight .  So, i f  you ' re 
a man wi th  a 40- i nch  wa ist l i ne, t h i s  i s  8 i nches more than 
3 2 ;  at  f ive pou nds  to the i nc h  t i mes e ight, you ' re 40 pou nds 
overwe ight .  Another good way to tel l i s  to reca l l  how much  
you weighed on  you r  wedd i ng day .  You' re no ta l le r  t han  
you  were then  and you  ce rta i n ly haven' t  gai ned a ny m us-
eleven/ 
c le .  So, if you weigh more than you d i d  on you r  wedd i ng 
day, i t ' s  fat .  
It he l ps i f  you are wea l thy .  R ich peop le have more heart 
attacks than poor  peop le presu mabl y because they can 
afford more of  those th ick ,  j u i cy steaks and h i re more of 
the i r  yard work done .  The one stat i st i c  that stands up i n  
every study yet done i s ,  the h igher the sta ndard of l i v i ng, 
the more freq uent a re coronary occ l us ions .  
Smoking 
One of the good, pos i t i ve t h i ngs you can do is to smoke 
c i garettes. P i pes and c i gars have no effect, but two-pack­
a-day smokers have tw ice as many hea rt attacks as non­
smokers. 
Stress and Strain Concept 
Here the sc ient i sts let us down .  We can ' t  determ i ne the 
effect of these th i ngs on the i nc idence of heart attacks, 
because we can't measu re nervous  stress and express i t  i n  
u n i ts, and i n  ou r  bus i ness when we can ' t  express a t h i ng i n  
u n its w e  can ' t  measure its effect. I f  ha rd work has a nyth i ng 
to do wi th  t h i s  d i sease, i t ' s t hat hard workers make more 
money and then eat a r i cher d i et and get l ess exerc i se .  
St i l  I i t' s  a not ion that' s  been a round a long t ime and we 
have an exp l anat ion for that, too. A phys i c i a n  i n  G reat 
B r i ta i n  had th i s  to say on th i s  subject : " Peop le  accept the 
stress and stra i n  concept because i t  nour i shes the ego of the 
bel iever and conso les h is  re l at i ves. I t  p l aces coronary hea rt 
d i sease i n  the pos i t ion  of be i ng an  un j u st reward fo r v i rtue .  
How much n i cer i t  i s  to be to l d  i t  i s  d ue to hard work, 
l audab le amb i t ion  and se l fless devot ion  to d uty, i n stead of 
to g l uttony and phys i ca l  i ndo lence ." 
Another popu l a r  i dea i s  that the temendous and very 
rea l  i nc rease in heart attacks we' ve been see i ng l ate l y  i s  
somehow re l ated t o  what i s  spoken o f  as t h e  " i nc reased 
pace and tens ions  of modern t i mes ."  Actua l l y, i n  t hese 
days of the 40-hour  week and "crad le-to-grave secu ri ty ," 
i t' s  doubtfu l i f  man ever  h ad such a soft, re l axed ex i stence 
in the h i story of the wor l d .  Our greatgrandfathers had to 
take the r if le w i th them when they went to t he barn to be 
su re they' d  get back to the house with the i r sca l ps on­
that's tens ion .  
End  Results 
In summary,  then, p ick  you r  ancestors, be a man ,  l ive i n  
a c i ty i n  the U n i ted States, make a l ot of money s i tt i ng 
beh i nd a desk ,  eat  a lot of meat and d a i ry prod ucts, be fat ,  
smoke two packages of c i garettes a day, and never exerc i se. 
Most peop le  won't  make any changes;  j ust keep on  do i ng 
what they've been do i ng .  
Suggestion Award Program 
Pays Out $429.00 
W. R .  Skelley, Vice President-Corporate Staff and Planning, presents a check for $281 .00 to Bob Ice, Maintenance Engineer. 
Building Manager Derald Smart is shown at right. 
Four employees have won a total of $429.00 in sug­
gestion checks. Winner of the largest award is Bob Ice, 
Maintenance Engineer, Building Management Depart­
ment, who received a $28 1.00 check to start off the 
new year right. His suggestion to make available addi ­
t ional storage space has been pending for some t ime 
until the space was actually needed. 
H is idea was to put concrete blocks on three sides 
of an area on the f irst level of the West Building parking 
garage to make additional storage space. Since the 
ceil ing,  floor, and lighting are already there, his sug­
gestion would give an additional 2, 650 sq. ft. of per­
manent storage space. 
Bob has been an employee for three and a half years 
and won an award on his second attempt. Your editor 
cannot resist the temptation to make mention of the 
fact that Mr. Ice is an air  condit ion ing engineer here 
in the company and smokes Kool cigarettes! 
Debra Parker, Medicaid Department, received a check 
for $ 128.00 which has been mailed to her since she 
left the company while her suggestion was being eval­
uated. Her idea was that family member numbers 
which are kicked out in the Edit error l ist ing because 
of an fncorrect check digit be recomputed automatically 
instead of manually. 
Two other employees received $ 10.00 checks: Edna 





Plans have been f ina l ized for ou r Ca reer 
Development Center. You ' l l remember from 
a previous issue of PROFI LE that the Ca­
reer Development Center is designed to 
assist employees in  identify ing and develop­
ing the i r potent ia l  to the fu l lest ,  and to 
provide them with a maximum number of 
ca reer opt ions ava i lab le  for u pwa rd and 
latera l movement as the Plans grow. 
Tra i n ing for Ass istant Managers and 
Managers who wi l l  serve as  Observers in  
the Center wh i le  pa rt ic ipants a re i nvolved 
in the job related exercises wi l l  be con­
ducted the weeks of Februa ry 24 and March 
3 .  The fi rst program for employees wi l l  be 
he ld the week of Ma rch 1 7  with subsequent 
programs to be conducted every th i rd week .  
Good Telephone Usag{ 
Can Help You 
ANSWER PROMPTLY 
No one l ikes to wait. If possible, answer at the end 
of the f irst ring. Be ready to talk as soon as you pick 
up the receiver. Speak directly  into the telephone. Hold 
the mouthpiece about an inch from your l ips. Enunciate 
clearly. 
IDENTIFY YOURSELF 
The conversation cannot real ly begin unt i l  the caller 
knows he has reached the r ight place. G ive your name 
when answering your own extension telephone. When 
answering another's telephone, give his name, fol­
lowed by your name. When answering an office exten­
s ion telephone, identify the office and g ive your name. 
TAKE CALLS FOR OTHERS COURTEOUSLY 
The person called may be in the office, but unable to 
answer his own telephone. Since the caller cannot see 
what is happening, give a sufficient explanation. Offer 
a choice between waiting or being called back. 
TAKE MESSAGES ACCURATELY 
Taking messages reduces call-backs and promotes 
caller satisfaction. Keep pad and pencil  readily avail­
able for taking messages. Request, rather than demand, 
information. Get complete details and repeat the in­
formation to make sure it  is  correct. 
TRANSFER CALLS CAREFULLY 
Try to be helpful and transfer calls only when neces­
sary. Tell the caller why a transfer is necessary. Using 
our Centrex system is eff icient and fast. 
HANDLE COMPLAINTS TACTFULLY 
You speak a� your company's representative. A good 
reputation is founded on a pleasant, helpful attitude. 
Be a good listener and remain calm and friendly. Avoid 
blaming someone else or taking the matter personally. 
Apologize for mistakes. Be ready to volunteer informa­
t ion and offer assistance. 
CHECK INFORMATION CONSIDERATELY 
Avoid saying "Just a minute" or "hold on." Explain  
why. If i t  will take some time to get the information, 
offer to call back. If you are away from the l ine for a 
long interval return to the l ine and report to the caller, 
as " I 'm sti l l  checking on that, or may I call you back?" 
USE THE DIRECTORY CORRECTLY 
The primary purpose of the directory is to assist 
telephone users to obtain or identify numbers they 
nine / 
wish to call. Always look up the number when 
in doubt. Write it down in a personal number 
for future reference. 
MAKE CALLS COURTEOUSLY 
When you reach the wrong party, be courteous 
to excuse the call by saying " I'm sorry, I h 
wrong number." 
Never hang up on anyone when you disco· 
have reached the wrong extension. 
REFLECT PERSONALITY 
The picture you create over the telephone is 
entirely by what you say and how you say it. Ac 
good telephone personality by thoughtful consic  
of the following terms: 
EXPRESS OVERTONES 
Thoughtful consideration, courtesy, express 
cere interest, understanding of the other person 
of v iew, and desire to be helpful. 
BE HEARD CAREFULLY 
A nomal c(mversational tone of voice - neit  
loud nor too soft - carries best over the tel• 
SPEAK DISTINCTLY 
Distinct speech is essential, s ince the l iste, 
neither read your l ips nor see your expressiom 
TALK AT AN APPROPRIATE PACE 
A moderate rate of speech is more easily und 
but the pace should be related to the ideas be 
pressed. 
CHOOSE TH E RIGHT WORD 
Your ideas should be expressed s imply, usi ,  
criptive words where appropriate. Technical, c 
some, unnecessarily lengthy words may conft 
other person and may require explanation or eve, 
misunderstanding. Avoid slang because it sour 
businesslike. 
I NFLECTION 
Inflection, or the rise and fall of your voice, n 
helps your thoughts but also adds personality · 
voice. A monotone voice may seem disinteres1 
cause it is flat and lacks spir it. 
END CALLS PLEASANTLY 
Leave a lasting favorable impression. Express 
or appreciation, as appropriate and add "Ge 
plus the person's name, if known. 
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new Blue Cross Board members are pictured here during an orientation session on January 3. Looking at two Blue 
inizational charts, from left, are Director of Hospitals, Middleton T. Mustian, Ta/fahassee Memorial Hospital, formerly 
,ss Board member; Mel Snead, Vice President-Hospital Relations; Bently B. Lang, Administrator of Manatee Memorial 
3radenton, and President of the Florida Hospital Association; and W. J. Stanse/f, Senior Vice President. 
;ees in the Methods Department displayed their Christmas spirit by donating $ 1 1 5.00 towards gifts for a needy family. 
of four, consisting of a mother and three children, was selected by contacting the Florida Division of Family Services. 
1s employees, with the exception of two people, are pictured, along with their gifts of a fu/fy-cooked turkey, a ham, 
ds, staple items, clothing, games and toys for the children, and an electric toaster-oven for the mother, which were 
the family on December 20. 
eight/ 
l' 
Disney World's Tomorrowland 
Opens Space Mountain 
Employees holding Magic Kingdom Club member­
ship cards for Disney World will be interested in know­
ing that Walt Disney World unveiled its most exciting 
high speed thrill adventure on January 15. It is Space 
Mountain, part of a whole new Tomorrowland area 
in the Magic Kingdom. Former astronauts Scott Car­
penter, Gordon Cooper and Jim Irwin attended the 
opening ceremonies. 
The dramatic  cone-shaped mountain, presented by 
RCA, encompasses a spine-tingling experience which 
designers say will bring guests as close as most will 
ever come to racing through outer space. It is 300 
feet wide and 175 feet tall. 
Guests travel through a "night sky" within the moun­
tain, streaking upward past a giant X- 15 rocket and 
then plunging earth -ward in a series of breath-taking 
twists and turns. 
A whole new Tomorrowland is being bu ilt around 
Space Mountain. It features the innovative People 
Mover, Carousel of progress presented by General Elec­
tric, which tells of the growth of electricity in the 
American home from 1890 to the present, and the 
whirling StarJets adventure where two-man "jets" spin 
around a central pylon resembling a Saturn launch 
veh icle. 
thirteen/ � 
Pat Pate, West Pa l m  Beach , re­
ce ived the  fo l lowi ng l etter :  
" I t i s n 't often that one  ca l l s  a n d  
receives t h e  cou rtesy and  h e l p  t hat 
I have rece ived from 'you r g i r l s . '  
" I  m u st com p l i ment you , M rs .  
Pate ,  but I a lso wa nt you to know 
how great these g i r l s  have been to 
me  as no dou bt they have he l ped 
m a ny others .  I tha n k  you a l l  aga i n  
for not m a k i n g  m e  feel r m  a n u i s­
a nce . "  
* * 
Or la ndo 's  B ra nch Manager Don 
Ho ldaway i s  proud of these two l et­
ters from su bscr i bers:  " I  wi sh to ex­
press my a pprec iat ion a nd heartfelt 
tha n ks to Justina Marshal l ,  ·C l a i m s  
Exa m i ner .  Th rough h e r  efforts a n d  
knowledge s h e  was a b l e  t o  h e l p  m e  
obta i n  a refu nd of money d u e  me  of 
wh ich  I was not awa re of. We a re 
e lder ly peop le and  even though we 
t ry to read a nd u ndersta nd a l l  t h e  
deta i l s  o f  a contract ,  i t  does not a l ­
ways wor k  out  tha t  way .  M rs .  M a r­
sha l l  attacked the  prob lem with ef­
f i c iency and  thorough ness a n d  you 
a re to be congrat u l ated o n  the type 
of person she i s  who is a b l e  to 
h a n d l e  prob le m s  with such d i s­
patch . "  
"There a re occa s ions  when i t  be­
comes very grat i fy i ng  to f i nd an i n ­
d iv idua l who c a n  more t h a n  sat i sfy 
you r i n q u i ry with knowledgeab le ,  i n ­
te l l igent ,  and  tactfu l h a n d l i n g. I 
wou l d  l i ke to recogn ize a certa i n  i n ­
d iv idua l as you r Marge Schiff who I 
feel i s  a n  outsta n d i n g  credit  to you r  
o rga n izat ion . "  
" WE  GET LETTERS . • • " 
Th i s  letter was received i n  ou r 
Daytona  Beach off ice :  " I  recent ly 
spent some t ime in  the  hosp ita l a n d  
bel ieve i t  or  not ,  i t  was my f i rst vi s i t  
to the hospita l in  63 yea rs .  B l u e  
Cross a n d  B l ue Sh ie ld  pa id  the  who le  
sheba ng.  J u st the knowledge that  
one  does not have to worry a bout 
f i nanc i a l  d i sa ster ,  tends to m a ke 
recovery more certa i n .  I don 't know 
who conceived the concept of B l ue 
Cross but whoever he was ,  (o r may­
be whoever S H E  wa s) , they a re the  
o ld  b iddy 's  patron Sa i nt ,  espec i a l ly 
m i ne ! "  
�I: * 
Th is  letter was sent to Bea St iven­
der ,  Su perv isor  of B l ue Sh i e l d  Cor­
respondence com p l i ment i n g  Mary 
Smith a n d  Rita Carter: " I  was pro­
m ised a photostat ic  copy retu rn  of 
a l l  mater ia l s  fo r services ren dered . 
I have f i na l ly gotten t h i s  stra i ghtened 
out with the  f i ne  he l p of M a ry S m ith  
and  R ita Ca rter .  I ca n say  that  they 
have been del i ghtfu l  a n d  he lpfu l a n d  
certa i n ly ref l ect i ntel l igent person­
ne l . "  
;: * * * * 
These two letters were sent to 
Elaine Thorpe, C la i m s  Exa m i ner  i n  
the Ft . Lauderda le  off i ce: " I  have 
been t ry i n g  for fou r  months  to re­
so lve a s i tuat ion with no success con­
cern i n g  payment of two physi c i a n s  
w h o  had operated on  my wife .  B y  
chance one d a y  I got M rs .  Thorpe 
on the phone ,  and  a lthough she had  
not or igi na l ly worked w i th  m e  con­
cern i n g  t h i s  matte r ,  she  went out  of 
her way to he lp  me  as much  as she  
cou ld w i th  cou rtesy a n d  thorough ness 
in a l l  our conversat ions .  I feel that  
she  shou ld  be com mended for t h i s , 
a n d  p lea se express to her  my t ha n ks 
a n d  a pprec iat ion for a nyth i n g  that  
she  was ab le  to  do to ass i st me . " 
" I  wa nt to tha n k  you for the  very 
k i n d ,  cou rteous , a n d  eff ic ient  m a n ner  
i n  wh ich  you hand led my i n q u i r ies  
yesterday i n  you r off ice .  I t  was a re­
a ssu r i n g  a n d  sat i sfy i n g  exper ience .  I 
great ly a pprec iate i t . " 
fourteen/I nf'-H'm, 
The fo l lowi n g  letter was sent to 
Clarence Bolin, B ra n ch Manager  i n  
o u r  St . Petersburg off ice com p l i m ent­
i n g  th ree of h i s em p loyees:  "Th i s  
lette r i s  t o  te l l  you how m uch I a p­
preciate the  k i nd  of t reatment I re­
ceived from you r emp loyees.  They a re 
a lways cou rteous  a n d  seem to be 
ha ppy to fu rn i sh  a ny i nfo rmat ion re­
quested.  I t  is a p lea sure ,  these days, 
to f i n d  persons  who dea l with the  
pub l i c  tha t  a re pat ient and  wi l l i ng 
to g ive a l l  the  t i m e  that  i s  desi red . I 
lea rned the names of th ree of you r 
employees with whom I have ta l ked 
who exemp l ify the q ua l i t ies I have 
re lated here i n :  Sue Nelson, Betty 
Travelstead a n d  Rosemary Boost­
ron. " 
,:: * * 
Th i s  lette r wa s wr i tten by a Ft . 
La uderda le  su bscr iber :  " I  have wr it­
ten you fo l ks before te l l i n g  you a bout 
the people you em ploy in you r Ft . 
La uderda le  off i ce .  My  wife and  I 
have been members of B l ue Cross 
and B l ue Sh ie ld  for m a ny yea rs.  You 
have a wonderfu l person by the  name  
of  Myrtle Crawford work i ng  there .  
Th i s  woma n  ta kes t ime to  te l l  you 
what you a re ent it l ed to a n d  what 
you can 't  rece ive .  I t  i s  a p lea sure to 
ta l k  a l so to you r  accoun t i ng  depa rt­
ment emp loyees there.  These women 
do not have a n  easy t i m e  with some 
peop le .  We wou ld  l i ke the  manage­
ment to know that they shou ld be 
proud of persons  l i ke M rs .  Crawford 
a n d  she shou ld  be to l d  by m a nage­
ment about the f i ne  work  she  i s  do­
i ng. I f  more bus i nesses had peop le  
l i ke t h i s , what a good wor ld  t h i s . 
wou ld be. " 
:,� �· * 
Th i s  letter concerns  Evelyn Yaniz, 
Cora l Gab les :  "We had  to v i s i t  your 
off ice to f i nd  out what to do a bout 
cha ng i ng  from New Yor k  to Flor ida .  
We had Eve lyn Ya n iz ta ke ca re of  us  
a nd I have to  com pl i m ent the  f i rm 
for  havi ng  a very cou rteous  and 
he lpfu l  person ta ke ca re of  us .  She  
i s  one  of  the  n i cest g i r l s  that  we 
have met i n  F lor ida . "  
Conf identidity 
of 
Medical Inf armatinn 
Dr. Tom I rwin, Vice President and Medical Director, 
has passed a long the fo l lowing news release from the 
American Med ical  Record Associat ion a s  pert inent read­
ing material for al l employees. The patient's right to 
privacy and the confidentiality of al l patients' records 
should be uppermost in employees' minds at al l times. 
The fo l lowi ng pos it ion paper was adopted by the  
Amer ican  Med ica l  Record Assoc iat ion at the  House of  
Delegates sess ion ,  October 1 4 , d u ri n g  the  A M RA 46th 
A n n u a l  Meet i ng  in San Fra nc i sco. 
"The Amer ican Med ica l  Record Assoc iat ion (AM RA) 
t h roughout its h i story has  recogn ized the pat ient 's  r ight 
to pr ivacy i n  re lat ion to h is  med ica l  record . Wh i l e  the 
pat ient  does not have the p roperty r ight  to h is  record , 
he does have the protected r ight of i nfo rmat ion . 
"The pr i mary pu rpose of the med i ca l  record i s  to 
docu ment the cou rse of the pat ient 's  hea lth ca re and  
to p rovide a med i u m  o f  com m u n icat ion  a mong d i rect 
ca re profess iona l s  for cu rrent and  futu re pati ent care.  
U n less the pati ent can feel  assu red that the h i gh ly 
sens i t ive and  persona l  i nformat ion he s h a res with hea l th  
ca re p rofess iona l s  wi l l  rema i n  conf ident i a l , he  may 
withho ld  i nfo rmat ion cr i t ica l  to h is  t reatment ,  thereby 
d i m i n i s h i n g  the qua l ity of the  ca re p rovided h i m .  
" Econom ic  a n d  soc i a l  i ssues ,  together  with tech ­
no logica l adva nces,  have resu lted i n  an  e ros ion of  the  
conf ident i a l  re l at ionsh i p  t rad i t iona l ly ex i st i ng between 
pat ient  and hea lth ca re profess io n a l .  Substa nt iat ion of 
c l a i m s  for payment has  generated an ever i nc reas i ng 
n u m be r  of req uests for i nformat ion  f ro m  pat ient  hea l th  
records .  At  the sa me t i me,  the  t remendous growth of  
com puter ized health data , the deve lopment of  huge 
data ba n ks and  the adva ncements i n  record l i n kage 
pose a n  enormous th reat to the  pr ivacy of med ica l  i n ­
format ion .  The pub l i c  i s  genera l ly u nawa re of t h i s  th reat 
or of the ser ious conseq uences of a loss of conf iden­
t i a l ity in  the hea lth care system .  Adeq uate measu res 
to control  med ica l  pr ivacy in the l i ght of e lect ro n i c  i n ­
format ion process ing  ca n and  m u st be estab l i shed .  
"The  Amer i can  Med ica l  Record Assoc iat ion  recog­
n izes the need for pat ient hea lth i nformat ion i n  p rovid ­
ing a sou nd bas is  both for  su bsta nt iat i ng  c l a i m s  and 
for conduct i ng  med ica l  ca re eva l u at ion . Therefore, sub­
ject to app l i cab le  lega l p rov is ions ,  re lease of any  i n ­
d ivid u a l ly ident i f ia b le med ica l  i nfo rmat ion for a ny p u r­
pose other  than  pat ient  care m u st be done on ly with 
the  expressed a uthorizat ion of the pat ient or  h i s  l ega l 
agent .  
" Fu rther ,  AM RA recom mends greater e m p �  
the  pat ient 's  r ight t o  pr ivacy b y  hea l th  ca re i ns1 
t h rough the estab l i sh ment of wr itten pol i c ies for 
lease of i nfo rmat ion ,  together  with act ive ed u 
p rogra ms  for a l l  staff perso n n e l ,  to enforc1 
po l i c ies .  
"With  respect to  th i s  r ight of pr ivacy, A M R  
t h e  deve lopment and  i m p lementat ion  o f  progr 
( 1 )  protect the pat ient from i nva s ion  of pr iva 
resu l t of i n d i sc r i m i nate a n d  u na uthor ized ac 
conf ident i a l  health i nfo rmat ion  and (2) promo1 
cab le  u sage of med ica l i nformat ion  once it i s  d i  
ated to author ized persons . " 
A Pat On The Back 
To Kent Jacqtnein 
Frotn United Way 
R o b e r t S h i r c l i f f , 
U n ited Way Ca m pa ign Cl  
has  wr itten ou r Pres id  
Herbert ,  the  fo l l owi ng le  
cern i n g  Kent  Jacqme 
served a s  o u r  " loaned ex 
d u r i n g  the  recent ca m p  
"The U n ited Way c 
ach ieved the  h ighest a r  
money ever ra i sed i n  
ca m pa ign t h i s  yea r.  Of pa rt i cu l a r  s i gn i f ica nc  
econom ic i n sta b i l ity d u r i n g  the ca m pa i gn m 
Septem ber and  October .  
" La rge ly respons ib le  for the $200, 000 over 
were the efforts of the  Loa ned Execut ives.  7 
gram was successfu l aga i n  beca use of the  h i g  
o f  the  m e n  loa ned t o  the  U n ited Way.  
"We ta ke pa rt icu l a r  pr ide in  than k i ng  you 
serv i ces of Kent Jacq me i n .  Kent was respon 
conduct i ng  U n ited Way ca m pa i gns in over 40 le 
pa n ies .  Not on ly  did he comp lete a l l  h i s  respon :  
he a l so was respons i b le for ca m pa igns  bei n g  c<  
in  severa l com pa n ies wh ich  prev ious ly  had no1 
the i r emp loyees to be so l i c i ted . 
"Th i s  was not a 9-5 job - m a n y  t i mes Ken 
ea r ly and  worked late ,  mak i n g  speeches a n d  
f i l ms t o  accommodate t h e  va r ious  compan i es 
forts i nvolved orga n ization and  fo l l ow-t h rough 
Ch ief Execut ive and  Com pany  Cha i rman  ar 
others in each of h i s ass ign ments .  It i nc l uded 
ing and work ing  with i n  a st r ict t i me sched u le ,  � 
f lex ib l e  enough to m a ke last m i n ute changes.  
" Kent beca me deeply i nvolved in what he w, 
with both the g ivers and  rec i p i ents of serv ice 
came knowledgea ble of the U n ited Way agen 
was a b le  to spea k d i rect ly  and d ra m at i ca l ly a 
needs of peop le .  Because of t h i s , he was E 
effect ive i n  h i s  p resentat ions  to e m ployee gro 
cou ld not have chosen a more capa b le  m a n  t i  
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Fort Lauderda le  
Ut i l ization Review 
Med. A I n - Patient B i l l i ng 
Major Medica l  C la ims 
Grou p Sales 
Qu ality Control 
Cora l Gables 
D i rect Accou nting 
Cash iers 
Grou p Accou nting 
Blue Cross Services 
Coral Gables 
Prod. & Qua l ity Control 
Ut i l izat ion Review 
Lake C ity 
Methods 
Med .  A. Medical Review 
Prod. & Qua l ity Control 
Med. A Medica l  Review 
Spec ia l  C la ims 
Ga i nesvi l l e  
Safety & Secu rity 
Grou p Accou nting 
Tam pa Regional 
Control ler 's Office 
I nter- P lan Ba n k  B ill i ng  
West Palm Beach 
Cash ie rs 
N iu rka M .  Arostigu ez 
Karen S .  Broward 
Wi ll iam J. H a m mond 
S h i r ley M .  Jerk ins 
Jeffrey D. Kea rney 
Cathryn Stewart 
Kenneth M. Bruce 
Ca rolyn M .  Lott 
Dwight W. Wi lson 
Cora l Ga b les 
PR C la ims 
Com puter Operations 
Grou p Accou nting 
Methods 
Grou p Accou nting 
B u i ld i ng Management 
M ic rofi l m  Processi ng 
Disburse ments 
Blue Sh ield and Med icare B 
Benja m i n  L. Copela nd  
Joseph P .  Davis 
Fra nces E.  Eyles 
Na ncy S. Glover 
Victoria C.  Hackford 
Patricia L. Jones 
Senth ia  A. Medders 
Brenda E. Robi nson 
Luzvim i nda R. Serwit 
Mary A. Sutton 
M i na M.  Wi l l iams 
Sandra D.  Will i ams 
Eva M.  Brown 
Brenda M .  Sheffey 
Ba rba ra A. Bou ra n is  
Mary E. Davis 
Terri E. Deck 
Caryl A. Haffner 
Debora h L. Houck 
Drusi l l a J u l ian  
Laverne H .  Patrick 
Add ie  L. Quarterma n  
Robb in  E .  Sm ith 
Fra n kie D. Wash i ngton 
Lou F. Love 
James F. Schlichter 
Jenn ifer A. West 
E lba R. Delagarza 
L i l l ia n  E .  H il l  
Patr ic ia L .  G reen 
Med.  B Typing 
Med. B Ad m i n istration 
Service I l l  
Data Record i ng 
Critica l Correspondence 
Crit ica l Correspondence 
Med. B Cla ims Tra i n i ng  
Data Record ing 
Data Record ing 
M ed .  B Cla ims 
Med.  B C la ims 
Med. B Correspondence Control 
Med. B Correspondence Control 
Com p. Cov. Physic ians 
Telephone Com m u n ications 
Data Record ing 
Med. 8 S pec ia l  Correspondence 
Med.  B N ight C la ims 
Te!ephone Com m u n ications 
Med. B Records 
Data Record i ng 
Med .  B Correspondence Control 
Physic ian Re lations 
Data Record ing  
Med. B Cred it Adjustments 
Med. B.  Correspondence 
Ma il Operations 
Data Record ing  
Com p. Cov. Physic ians 
Federal Blue Sh ield Cla ims 
Lois Hatton receives her 1 5-year ruby service award pin 
from President J. W. Herbert at the Senior Staff meeting on 
January 13. Assisting in the ceremony is Harland Bradford, 
left, Director of Government Programs. 
Lois is a Data Recorder in the Direct Data Entry Department 
and celebrated her 15th year with the Plans on January 1 1 . 
Th i s  letter was sent to t he  Cash­
iers Depa rtm ent :  " I  wa nt very much  
to  tha n k  B l ue  Cross a n d  B l ue Sh ie ld  
for  the i r  k i n d ness and  he l p i n  a l l  
t he  s ickness o f  the  pa st yea r .  I ' m  
76 and  have a lways been pretty 
hea l thy .  B ut l ooks l i ke when s ickness 
h i ts me ,  it was l i ke the  bottom fa l l i n g  
out .  A s  i t  wa s a l l  my bottom I h a d  
t rou b le  wit h ,  I t ha n k  God for he l p i ng  
me .  It cou  Id have been worse as  I 
was very s i ck .  I pray the  com i ng  
yea r wi l l  be much  better .  S ickness 
su re d igs i nto you r l itt le  sav i ngs .  
Tha n ks for  B l ue Cross a nd B l ue  
Sh ie ld  a n d  Med i ca re . " 
The fo l low i n g  l ette r  was sent to 
ou r Pres ident ,  M r . Herbert :  "I h ave 
had severa l occa s ions  to v i s i t  you r 
West Pa l m  Beach  off ice a n d  must 
comment o n  the  eff ic iency and  
cou rtesy o f  t he  peop le  there.  They 
a re most he l pfu l  and  pat ient with 
the many p rob lems that we new 
res idents of t h i s  a rea have . One  of 
you r emp loyees ,  Mrs. Eleanor Turner, 
is most pat ient a n d  thorough a n d  
he l pfu l  i n  he r  so l ut ions  t o  ou r  prob­
lems .  I am su re that other  peop le  at 
that off ice a re equ a l ly q u a l if ied . "  
* * * ::� * 
A Cora l Gab l es su bscr iber  expres­
ses her apprec iat ion for serv ice from 
Terri Daly, C la i m s  Depa rtment ,  i n  
the fo l lowi ng letter :  " I  a m  a Dade 
Cou nty school  teacher  i n su red by 
you r com pa ny. I h ave ca l l ed you r  
off ice fo r a ss i sta nce a n d  have spoken 
to Terr i  Da ly many t imes .  She i s  a n  
asset t o  you r com pa ny .  She i s  a l ­
ways po l ite ,  i nterested i n  the  i nd i ­
v idua l ,  a n d  a lways wi l l i n g  to go out 
of her  way to he l p .  It i s  a lways a 
p leasu re to ta l k  to someone so n i ce; 
it g ives the pu b l ic conf idence in t he  
company.  
I have a suggest ion  fo r a new motto 
i n  the C la i m s  Depa rtment :  " DALY 
DOES N 'T DAL LY. " 
* * * 
Th i s  letter  was sent to ou r Pres i ­
dent ,  M r . Herbert ,  concer n i n g  Nancy 
Dolan i n  the  Merr itt I s l a nd off ice:  " I  
wou ld l i ke t o  offer grat itude for you r 
cho ice of em p loyees ,  n amely,  Nancy 
Dola n ,  of you r  Merr i tt I s l and  off ice.  
With t remendous hosp ita l b i l l s  a n d  
eventua l  death i n  m y  fam i ly ,  M rs .  
Do la n proved to  be most he l pfu l  and 
con so l i ng .  Tha n k  God for hav i ng  such  
n i ce peop le  a s  she . " 
A l etter rece ived i n  Jacksonv i l l e  
spot l ights Carolyn Isler, Pa nama 
C ity: " I  wou ld  l i ke to ta ke th i s  op­
port u n ity to show my apprec iat ion 
for  the f ine serv ice prov ided by you r 
representat ive i n  Panama C ity, 
Ca ro lyn I s l er .  Over the past 2 ½  
yea rs , Carolyn h a s  cont i n ued to pro­
vide Jackson M i l l s  and Va n ity Fa i r  
with t h e  utmost i n  cou rteous a n d  
eff ic i ent serv ice .  These qua l i t ies ,  
wh ich seem to be grow ing  more ra re 
with each pass i ng  day, a re grate­
fu l ly a ppreciated . "  
:� * * 
M r. Herbert rece ived the  fol low i n g  
letter concern i n g  two Ft . Lauderda l e  
emp loyees :  " I  deeply apprec iate t h e  
exce l l ent serv ice ,  cons iderat ion a n d  
cou rtesy shown to m y  mother  by 
Myrtle Crawford a n d  Helen Carpen­
ter. These two l ad ies have performed 
i n  a most im press ive and  outsta nd i ng 
fa sh ion  i n  a ss i st i ng  with the  va r ious  
c la i m s  a n d  processi ng necessa ry. The 
pat ience ,  u ndersta nd i ng ,  and k i nd­
ness shown to my mother in  the  d i f­
f icu lt t ime  s i nce my stepfather 's  de­
m ise a re pa rt icu l a r ly a ppreciated . 
You r  o rga n izat ion i s  to be congratu ­
lated for  i ts  f i ne service and  for  i ts  
good j udgement i n  em ploy i ng  peop le  
such  as  M rs .  Crawford and M rs .  Ca r­
penter . ' '  
1� :� ::c 
A St . Petersbu rg subscr i ber writes 
concern i ng our p i ck i ng  up add it io n a l  
cha rges on  her  Med i ca re coverage: 
"I j u st cou l d n 't res ist sayi ng  tha n ks 
for t he  good news i n  you r recent 
not ice that you a re assu m i ng the 
ext ra cha rges for  us .  Such adm i rab le  
conduct of  a b i g  bus i ness concern 
in these hect i c  days for each  for 
them selves on ly ,  i s ,  i n  my op i n ion , 
someth i n g  to shout about ,  not j ust 
somet h i n g  to be ta ken fo r gra nted . 
So here 's  the  a pprec iat ion of a n  89 
yea r o ld  a n d  best w ishes fo r a l l  con­




Ma r layne U pton rea l ized a d rea m 
come true on a Su nday,  J a n u a ry 26 
when she  was given the  opport u n ity 
to r ide a Roya l Li pp iza n Sta l l i o n  
n a m ed Pl uto P lata n n a .  
Ma r layne i s  a c l a i m s  a na lyst i n  
t he  West Pa l m  Beach bra nch  off ice 
where she ha s worked s i nce J u ly ,  
1 973 .  She  i s  a rea l horse l over as 
we l l  a s  lover of a l l  a n i ma l s  and says 
s h e  has  a lways had a l i fe long d ream 
of r i d i ng  one of these bea ut i fu l crea­
tu res.  
When the Roya l L i pp iza n Sta l l io n  
show v is ited the West Pa l m  Beach  
Aud itor i u m ,  Mr .  Ra l ph Boyes, M a n­
age r  of the  Aud itori u m ,  gave M a r­
layne the cha nce to r ide Pl uto P lat­
a n n a  va l ued at $ 1 25 , 000 .00 .  M r. 
Boyes i s  a su bscr i ber whom Mar layne 
has ass isted severa l t i mes in  f i l i ng 
c l a i m s  and  showed h i s  a pprec iat ion 
to her  by a rra ng i ng  for  he r  to r ide 
t he  horse. 
Th i s  pa rt icu l a r  a n i ma l 's spec ia lty 
is the  Ca pr io le .  (The horse f i nds  h i s  
tem po,  leaps i nto t h e  a i r  d rawi ng 
h is  forelegs u nder  h i s  chest at the  
he i ght of  e levat ion , k i cks out v io lent ­
ly  with the  h i nd legs) . M a rlayne ex­
p la i n s  on ly ce rta i n  horses ca n learn  
t he  Capr io le ,  and  they a re t ra i ned 
longe r  t han  the rest . She says t he  
Ca p rio le  i s  the u lt i mate feat .  
M a r layne i s  ma rr ied to Ja mes who 
i s  a po l iceman  for the town of La n ­
ta n a .  She has  one  ch i ld ,  a son  named 
M ic h ae l  who i s  two yea rs o ld .  
Ma rlayne Upton is shown astride a 
Royal Lippizan Stallion. 
Priscilla Davis 
Jackie Adkins 
DAVI S  & ADK I NS PROMOTED TO 
M ED I CARE B ASS I STANT MANAG ERS 
The promotions of  Priscilla Davis and Jackie Adkins 
to Medicare B Assistant Managers have been announced 
by Bill Long, Assistant Di rector of Medicare Part B, 
and Joyce Bowman, Manager of Claims Payments, ef­
fect ive December 16 and 23 resper.t ively. 
Pr isc i lla began working with the Plans in February,  
1970 as a typist in Medicare A,  t ransferr ing to Medi ­
care B as a claims ex@miner in  1971. She has a 
thorough knowledge of claims examining and has held 
several jobs such as ADR clerk, 24 Reprocessing Clerk 
(handling rout ine unassigned, assigned, deceased, am­
bulance, rental and purchase cla ims) , Quality Control 
Special ist ,  Sect ion Leader and Superv isor  of Rout ine 
Claims. She has worked in Correspondence, Reasonable 
Charge and Live Claims Review on a loan basis. 
She is a nat ive of Ft. Pierce where she graduated 
from Lincoln Park Academy and is a member of St. 
Annastas ia Catholic Church. She completed two years 
of college in the f ield of Business Administ rat ion at 
Daytona Beach Jr. College and graduated from Lincoln­
Flor ida Technical with a B average. She has used the 
company's Tuit ion Refund Program to further her edu­
cat ion,  and at present , she is attending the University 
of North Flor ida working on her degree in Business 
Administ rat ion. 
Pr iscilla is marr ied to Thomas and they have no 
children at this t ime. However ,  they have a lovely puppy 
named Dusty. Her hobbies are reading, dancing,  cook­
ing and sports (especially wrestl i ng and football). 
Jackie was h i red in January, 1969 and previous jobs 
included Correspondence Clerk, Telephone Serv ices, 
Hotline for Physicians, Training Instructor, Control 
Analyst and Supervisor of Control Analysts. 
She is a nat ive Flor idian and graduated f rom Harlem 
H igh School in Harlem, Georgia. She has attended 
Flor ida State University and the University of Florida. 
She is working on a Bachelor of Religious Educat ion 
at Luther Rice Seminary. 
Louise Hoagland 
Joyce Warner 
She and Mike have three children, Maurice, Jr., 
Just ina and Sherr i , and two grandchildren. Her daugh­
ter, Just ina, is employed in our Orlando b ranch office. 
Jackie,  Mike and Maurice are refinishing the i r swimming 
pool for the summer as a family project. Besides swim­
ming, Jackie l ikes to sew and create dry flower ar­
rangements. 
HOAG LAN D  AND WAR N ER PROMOTED 
IN B L U E  CROSS DEPARTM ENT 
The promotions of Louise Hoagland and Joyce Warner 
have been announced by Ray Chaffin, Manager of Blue 
Cross Claims, effect ive December 2 and 9 respect ively. 
Louise was promoted to Supervisor of Blue Cross 
Edit  and Central Typing. She was previously Supervisor 
of the Complementary Coverage Department. Joyce was 
promoted to Supervisor of Complementary Coverage 
succeeding Louise. 
Louise has been an employee since April ,  1966 and 
served as Sect ion Leader from 1969 unt il 1971. She 
was promoted to Supervisor in June, 1971. 
She is a nat ive of Gainesville where she graduated 
from high school. She attended Flor ida State Univers­
ity for one year and completed two years of Nurses 
Training at Henry Grady in Atlanta. 
She is marr ied to Mac and they have two chi ldren, 
Carl ie and LeeAnn. She is a member of the Golden Key 
Chapter  of the American Business Women's Associa­
t ion, loves to cook and entertain, and enjoys all specta­
tor sports. 
Before her promot ion to Superv isor ,  Joyce was Sec­
t ion Leader in the Coordinat ion of Benefits Department 
for a year. She was hi red in October ,  1969 and was a 
Claims Examiner  in C.O. B. unt i l  her promot ion to Sec­
t ion Leader. 
She is a nat ive of Jacksonvi lle and a graduate of 
New Stanton H igh School. She holds a 8.A. degree in  
Psychology from Johnson C. Smith Unive rsity in  Char­
lotte, North Carolina. 
She is  a Safety Captain for the 7th floor of the South 
Building, has a son, Andrew, Jr. , and enjoys sewing 
and watching football games. 
sixteen/ [Rffiifil] 
Keeping Rates at a 
Minimum 
I n f lat ion is  ta k ing  its to l l  i n  
a l l  aspects of the  economy.  
Pr ices a re skyrocket i ng  and ,  
unfortu nately, there is  l i tt le you 
ca n do about i t .  
But there is  someth i ng  the 
F lor ida B l ue Cross and B lue  
Sh ie ld Plans  ca n do to  he lp  c u rb 
the  r i s ing costs i n  the hea lth  
f ie ld .  We ca n he lp  keep costs 
a nd rates to a m i n i mu m  by ut i ­
l iz i ng  and  enforc ing  st r ict cost 
contro l  programs .  They won 't 
stop costs from r is ing ,  but they 
do keep them from r i s i ng  out 
of s ight .  
The fo l lowing  is  a l i st of some 
of the cost control p rogra ms  
we  a re cu rrent ly ut i l iz i ng:  
Utilization Review - The F lor­
ida B l u e  Cross and  B l ue Sh ie ld  
Pla ns  have 44 fu l l  t ime  f ie ld rep­
resentat ives consta nt ly work ing  
w i th  providers of  ca re (hospi ­
ta ls ,  n u rs ing  homes ,  a nd phys i ­
c i ans) i n  a major  effort to de ­
tect, prevent and  correct over­
ut i l izat ion a nd m i s- ut i l izat ion 
a round the state.  
Hospita l Audits - Are cont i n ­
u a l ly be ing  done  by ou r 13  
Hos pita I Re lat ions representa­
t ives . These aud its a re ca rr ied 
out to assu re that do l la rs spent 
for subscr ibers'  ca re a re not 
d i m i n ished th rough the payment 
of service not covered , or  su b­
m itted i n  e rror .  Th rough ou r 
Hospita l Re lat ions personne l ,  
aven ues o f  com m u n icat ion be­
tween hospita ls  and the  B l ue 
C ross Pla ns  a re a lways open 
assu r ing  smooth c la ims  proces­
s ing .  
Coordination of  Benefits - The 
F lor ida Pla ns  encou rage groups 
to st rongly cons ider  t h i s  cost 
sav ings featu re .  U nder  the Co­
ord i nat ion of Benefits concept ,  
d u p l i cate payments a re not 
made when a nothe r  ca rr ier  has 
the  pr ima ry respons i b i l ity of 
the  c la i m .  However we wi l l  co­
ord i nate benef its with the pr i ­
ma ry ca rr ier  to pay up to 1 00 %  
of t h e  b i l l .  
Subrogation - A conservat ion 
effort whereby the  B l ue Cross 
and B l u e  Sh ie ld Pla ns  a re re­
fu nded money when the c la i m  
resu lts from a n  acc ident a nd 
the  subscr iber i nvolved i s  rei m ­
bu rsed th rough other  i n su ra nce 
for hospita l a nd doctor ex­
penses .  
five/ � 
Claims Committee - Th 
m ittee of phys ic i ans  
week ly to rev iew c la ims  ri 
to them for med ica l 
ments by the c la ims  
ments o f  the  F lor ida Pia , 
com m ittee passes judgi 
wh ich affect the econo 1  
terests of  pat ients an I  
sc r i bers a l i ke .  Th i s  cost ! 
a pproach he lps the  Pl 
detect overcha rges to 01 
sc r ibers .  
Phys ician Relations -
Flor ida Pla ns  have 7 Ph 
Relat ions representativ 
cated th rough out the sta­
work  d i rect ly with phy! 
expla i n i ng  programs  wh 
adm i n ister ,  i nc l ud i ng  a 
control aspects .  Ou r  re I  
tat ives a ppea r before 
Med ica l Soc iet ies ,  conta 
phys ic ia ns  to F lor ida a r  
e ra l ly serve as t h e  d i rect 
of com m u n i cat ion betwe 1 
s ic ians  a nd the  F lor ida 
mputer Operations ... 
Something I or all ages! 
1 grade students from San Pablo, Seabreeze and Mayport elementary schools visited the Jacksonville headquarters with 
cher, Mrs. Rentsch, on December 11. Several departments were visited including Computer Operations which is shown 
3ckground. They have also toured the Jacksonville Art Museum, Children's Museum, Mayport Naval Base, Haydon Burns 
tnd Ft. Caroline. 
,e students make up a class which meets every Wednesday and participate in a program for gifted children. This resource 
academically talented students encourages independent learning and strengthens specific aptitudes and interests. 
tour was arranged by our Labor Representative Chuck Kanaszka (shown in background next to his son, David). The tour 
1ucted by Violet Williams, back left, Training and Development Department. 
v foreign students who could not 
for the Christmas Holidays were 
ed by some church families and 
es in Jacksonville. Jack Manning, 
Engineer Manager for IBM and 
u of Southside Baptist Church, 
d our company host a tour for 
rnts. 
young adults toured several 
our complex including the Com­
erations Department shown 
Nhich were of particular interest 
countries represented by the 
included Taiwan, Hong Kong, 
Ireland, Greece, Israel and Iran. 
•nd colleges in Georgia, Louisiana, 
, New York City, Kentucky, 
and South Carolina. 
Andrew DePirro 
Jose Barros 
ANDREW DePIRRO PROMOTED TO 
SENIOR METHODS ANALYST 
The promot ion of Andrew DePi rro from a Methods  
Ana lyst to  Sen ior  Methods Ana lyst i n  the  Methods De­
pa rtment was a n nou nced by Bob Batie, M a nager. He 
has been em ployed with the P la n s  s i nce Apr i l ,  1 974.  
Andrew is a nat ive of Long I s l a nd , New York and a 
graduate of St . August i ne H igh School i n  B rook lyn .  He  
graduated f rom Dowl i ng Col lege i n  I d l e  Hou r, New York 
where he  received h is  B .  B .A . degree. He i s  p resent ly  
attend i n g  t he  U n iversity of  North  F lor ida work i ng  for 
a n  M . B .A. degree i n  Bus i ness Ma nagement .  
He served two yea rs in  the Army a nd was d i sc h a rged 
as an SP-4. He is ma rr ied to He len  and  they h ave t h ree 
c h i l d ren ,  Drew, Patr ick ,  and  Dawn.  Andrew ho lds  mem­
bersh i p  i n  the  Ad m i n i strat ive Management Assoc iat ion  
a nd the Soc i ety of  Tec h n ica l  Com m u n icat ions .  H is  h ob­
b ies a re softba l l  and swi m m i ng. 
TWO PROMOTIONS ANNOUNCED IN 
PROVIDER REIMBURSEMENT DEPARTMENT 
The promot ions  of Jose Barros to Ma nager of Pro­
v ider Con su l t i ng a n d  Henry Harris to Prov ider Consu l ­
ta nt  were a n nou nced by  Dud ley B u m pass ,  D i rector of 
Provider Re i m b u rsement .  
Before com i ng to the P lans ,  Jose was with the  C . P.A. 
f i rm of Touche  Ross and Com pany work i n g  in t hei r 
Jacksonvi l le off ice and  i n  the B ru ssel s and  Mad rid of­
f ices when he was ass igned to the i r  I nternat iona l  Eu rop­
ea n off ices .  He  has been e m ployed with the P l ans  
s i nce August ,  1 973 ,  a n d  has  served as  Ass i sta nt  Ma n­
a ger of  Prov ider Serv ice s i nce Decem ber,  1 973 .  
He i s  a nat ive o f  Hava n a ,  Cuba where he  graduated 
from Escue l a s  P ias  H igh Schoo l .  He is a graduate of 
Vi l la nova U n ivers ity in Hava n a  where he  received h i s 
Bache lor  of Com merc i a l  Sc ience a n d  h i s  Master 's i n  
Accou nt i ng .  
Jose i s  a member  of  the  Nat iona l  Assoc iat ion of  
Accou nta nts a nd Hosp ita l Fi nanc i a l  M a nagement As­
soc iat ion .  He is ma rried to L i l l i am  a n d  they h ave two 
ch i l d ren ,  L i l ly and  Joe .  He received h i s  Amer ican 
C it izen sh i p  in  J u ne ,  1 967 , and h is  hobb i es a re sa i l i ng ,  
rac i ng hob ie cats and ten n i s .  
Henry Harris 
Aloma Herrington 
Hen ry Jo i ned the  P la n s  i n  November,  1 97 1  a n d  
served as  a Sen io r  Aud itor un t i l  h i s  promot ion  to Pro­
vider Consu ltant .  He  i s  a nat ive of Dothan , A l aba m a  
where he  graduated from Rehobeth H igh  Schoo l .  He  
ho lds  a B . S . degree i n  Accou nt i n g  from Sa nford U n i ­
versity i n  B i rm i ngh a m  a nd served i n  t h e  Army as  a 
Wa rra nt Off icer .  
Hen ry i s  a member  of the Hosp ita l Fi n anc i a l  Man ­
agement ft.ssoc i at i on ,  i s  ma rr ied to  R i l l a and  enjoys 
read i ng and ga rde n i ng in h i s  spa re t i me .  
ALOMA HERRINGTON PROMOTED 
TO MICROFILM SUPERVISOR 
The promot ion  of A loma Herr i ngton to Supervisor 
of the Med icare B M icrofi l m  Depa rtment wa s a n nou nced 
by J i m m ie Rust ,  Ass i stant  Manager  of C la i ms P ro­
cess i n g  I I ,  effect ive Decem ber  30.  She has been em­
p loyed with the P l an s  s i nce March , 1 969 and othe r  
jobs have i nc l uded Retr iever Operator f rom 1 969 to 
1 970 a nd Sect ion Leader of M icrofi l m  from 1 970- 1 974 
u nt i l  her  promot ion . 
She i s  a nat ive of Char lotte, North  Caro l i na a n d  i s  a 
graduate of And rew Jackson H igh Schoo l . She  i s  m a r­
r ied to J i m  a nd they have one son ,  J i m my, 14 yea rs 
o ld ,  who recent ly l ette red in footba l l  as  a tack le  and  
gua rd .  When  A loma  i s  no t  cheeri ng at a footba l l  game 
s he i s  swi m m i ng ,  d a n c i ng or  ca m p i ng .  
MARGIE CODY PROMOTED TO 
MEDICARE B TRAINING INSTRUCTOR 
The p romot ion of Margie Cody to Med icare B Tra i n ­
i ng I nstructor w a s  a n nou nced b y  B i l l  J o h n s ,  Manager of 
Operat ions  Su pport ,  effect ive J a n ua ry 2. She has  been 
emp loyed with the  P l ans  s i nce October , 1 968 a nd p re­
v ious ly  was a Sect ion  Leader of Correspondence Con ­
tro l .  S h e  h a s  a l so been a Sect ion Leader i n  Comb i ned 
Servi ces and  a Correspondence C lerk for the Phys i c i a n  
Hot l i ne . 
Ma rg ie i s  a nat ive of J acksonvi l l e  where she  grad ­
uated f rom New Sta nton H igh Schoo l .  She a nd her  
h usba nd ,  Wi l l i a m ,  ce lebrated the i r t h i rd wed d i n g  an ­
n i versary on  New Yea r 's  Eve. She enjoys work i ng  with 
you ng peop le ,  cook i ng, read i ng, and i s  a scout l eader 
for j u n io r  and cadett G i r l Scouts .  She i s  act ive in the 
West U n ion  Bapt i st C h u rc h .  
seventeen/ 1r1m1 ,n, 
Ade/ma Tooley 
Pamela Housh 
ADELMA TOOLEY PROMOTED TO 
CORRESPONDENCE SUPERVISOR 
Adelma Tooley was promoted to Supervisor of the 
Medicare B Correspondence Department, effective De­
cember 16, according to Terry Martl ing, Specia l Assis­
tant. She has worked in Medicare since her employment 
in October, 1966 and served as Section leader for the 
past four years. 
She is a native of Orlando and attended Boylan 
Haven High School in Jacksonvi l le .  She graduated 
from Fessenden Academy in Oca la . She is a widowed 
mother of 12 children and enjoys reading and traveling 
when time a l lows. The PROFILE reporter describes her 
as being "wel l liked by a l l  of her co-workers." 
PAMELA HOUSH PROMOTED TO 
NIGHT CLAIMS SUPERVISOR 
Pamela Housh was promoted from Medicare 8 C laims 
Examiner to Supervisor of Medicare B Night Claims 
Examining, effective November 25, according to Jackie 
Adkins, Assistant Manager. She has been employed 
with the Plans since January, 1974 and has trained 
many other examiners on the pilot testing of Direct 
Data Entry. 
Pamela is a native of Anderson, Indiana where she 
graduated from Anderson High School.  She is married 
to Jack and enjoys p laying tennis. 
WARREN GLENN NEW 
CORPORATE RECRUITER 
Warren Glenn has been hired as a new Corporate 
Recruiter in the Human Resource Division, reporting 
to Russ Anderson, Employment Manager of the Human 
Resource Division, effective December 16. 
He is a native of Richmond, Virginia and graduated 
from Pusan American High School in Pusan, Korea. 
He attended Virginia State Col lege in Petersburg, Vir­
ginia where he received his B.A. degree in History and 
Socia l Science. 
Dale Douberly 
Warren's father was in the Armed Services enab ling 
him to travel throughout most of the United States and 
visit such countries as Korea, Japan and China. He is 
a bachelor and his hobbies are basketba l l , footba l l , 
tennis, and music. 
NEW MEDICARE INFORMATION SERVICE 
POSITION FILLED BY DOUBERLY 
Recently named to the new position of Manager, 
Medicare Information Service, is A. Da l e  Douberly, a 13-
year veteran with the P lans. 
In this new position, he wil l  be responsib l e  for pro­
viding the necessary l iaison with a l l  Socia l Security 
Administration District Offices within our service area 
as wel l  as a l l  Blue Cross and Blue Shield Branch Of­
fices. He wil l  periodica l ly contact these offices, updat­
ing Medicare information and changes, noting prob l ems 
and areas of concern, and relaying these back in order 
to provide the Medicare program in Florida with a 
strong chain of communication. 
Da l e  wil l  be visiting each of the Regiona l and Branch 
Offices of the Socia l Security Administration during the 
coming weeks, updating them on the Medicare program 
in F lorida as seen from the eyes of the intermediary 
and carrier. 
Da le was hired in Orlando in 1962 and served cen­
tra l F lorida as Physician Relations Representative for 
six years. He moved to Jacksonvi l le in 1968 and or­
ganized the Utilization Review Department. Three years 
later he was promoted to Manager of Program Develop­
ment, working with new hea l th delivery concepts such 
as HMO's. Da le served 14 months "on loan" as Metro 
Director for the Nationa l A l l iance of Businessmen until 
last June, working closely  with Mr. Herbert who was 
Metro Chairman. 
SECTION LEADER PROMOTION 
Faye Hinman was promoted to Section Leader of 
Centra lized Microfilm effective December 23. 
She was hired in April, 1974 as a Camera and· Re­
triever Operator. In October she was promoted to Mira­
code Camera Operator in the Medicare B Microfilm 
Department. She is a native of Jacksonvil l e  where she 
graduated from Ribault Senior High School .  She is 
married to Da le and her hobbies are tennis, swimming, 
and skin diving. 




The Blue Cross and Blue Shield 
Employees Charity Committee met in 
December to determine the amount 
In addition to the committee mem­
bers pictured here, other members 
include Chuck Tudor, Manuel Mata­
lobos, and Ron Ivey. of money to be donated to severa l 
organizations in Jacksonvil le not 
covered under the United Way. This 1 _ 
money represents 10 %  of employ­
ees' contributions donated through 
payro l l  deduction and is indicated as 
2 "charity" on payrol l checks. The 
other 90 % is given to the United 
Way agencies. 
As a result of the meeting, Chair­
man Chip Wil liams and severa l mem- 3 bers of the committee visited six 
deserving organizations on December 
From left, Pat Hancock and Thelma 
Johnson hand a check for $500.00 
to Frances Eason, Epilepsy Foundation 
of America. 
Thelma Johnson and Sandra Jackson 
are shown exhibiting articles made by 
blind persons who work at the Gate­
way Hope Center. The committee con­
tributed $750.00 to Bob Hagan, left, 
"Production Manager of the facility. 
Pat Hancock is shown presenting a 
check for $1 50.00 to Marie Dyson, 
Youth Detention Center Coordinator. 
23 to present checks for $4,200.00. 
Additiona l checks for $4,100.00 
were mai led to other charities the 
first of the year. 
4. Hope Haven Chi/drens Hospital Chief 
of Staff, Dr. C. F. Weiss, accepts a 
check for $600.00 from Sandra Jack­
son. Pat Hancock is at left. 
5. Bob Riggs hands a check for $1 , 1 00.00 
to Guy Nix, Chairman of the Cancer 
Society. Thelma Johnson is shown in 
center. 
Chip Wil l iams reminds employees 
that statements of their individua l 
contributions have been mai led out 6 
and may be used as tax deductions 
in fi l ing 1974 Federa l Income Tax 
returns. 
Chip Williams, right, presents a check 
for $1 , 1 00.00 to H. Eggerton, Execu­
tive Director of the City Rescue Mis-
sion. 
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SECTION LEADER PROMOTION 
Frances Mitchell was promoted from Claims Ex­
aminer to Section Leader in the Major Medical Depart­
ment. She has been an employee since May, 1972. 
She is a native of Douglas, Georgia and graduated 
from Boylan- Haven School for Girls. She attended Duval 
Vocational School of Nursing as an L.P.N. for one year. 
She is marr ied to Wesley and they have four sons, 
Morris, Maurice, Michael, and Shawn. She is a member 
of - the ROTC Parents Club and her hobbies are music  
(guitar and singing), and swimming. 
JIM WILLIAMS FIRST CROWN 
MEMBER TO BECOME C. P. M. 
Jim Will iams, Manager of Pur­
chasing and Office Services, has 
become the first Certif ied Pur­
chasing Manager in the Crown 
Chapter of the National Associa­
tion of Purchasing Management 
(NAPM) and one of only a few 
Floridians to receive this coveted 
honor. 
Jim Williams The designation Certif ied Pur-
chasing Manager is a professional one and is earned 
by meeting certain academic and experience standards, 
and by contributing to the purchasing profession. This  
professional cert if ication is the means by which NAPM 
denotes that a member has attained a level of qualifi ­
cation considered necessary to establish their compe­
tence and proficiency as descr ibed by NAPM standards. 
In addit ion to his membership in the· above, J im 
serves as a member of the Mayor's Advisory Commit­
tee, the Program Advisory Committee for Purchasing 
curriculum at Florida Junior College, and the National 
Association of Fleet Administrators. 
He has been an employee with the Flor ida Plans for 
nearly 24 years, almost as long as he has been in the 
Flor ida National Guard. He holds the rank of Major in  
the Guard which he has served for 25 years. 
Jim has always been active in Employees Club ac­
tivit ies as a golfer and served on the Steer ing Com­
mittee for the Employees Club Gift Shop. 
Jim has taken courses at the University of Oklahoma, 
Harvard University, the University of Southern Missis­
sippi and the University of North Florida. 
Jim and his wife, Nona, have two sons, Doug and 
Ronald. In addition to golf, he is an avid hunter and 
fisherman. 
HEAL TH FOR YOU -THE CONSUMER 
This message is reprinted from the Department of 
Health and Welfare, Public Health Division, City of 
Jacksonville: 
Have you ever stopped to think about the many ways 
the Health Department affects your life every day? Have 
you had diphtheria, hepatitis, polio, whooping cough, 
dysentery, food poisoning, or typhoid? If not, it is largely 
due to the preventive measures taken daily by the 
professionals within the Health Department to safe­
guard your health. 
Inspectors, communicable disease workers, and med­
ical teams are continually searching for potential health 
hazards as well as eliminating those identif ied.  Facil ities 
such as restaurants, supermarkets, util ity companies, 
etc., providing direct public service that could affect 
the health of the public have guidelines set up and en­
forced by the Health Department. 
You might ask, "What other services can I receive 
from the Health Department?" Every Duval County 
resident has access to the Cardiovascular Screening 
program, mobile unit for Hypertensive Screening, the 
Tuberculosis clinic, Veneral Disease clinic, Rodent Con­
trol, and the Sanitation Complaint section. 
A few of the Health Department services are only 
available to the medically indigent, meaning those per­
sons referred for financial reasons to the Health De­
partment for medical services. The qualif ications are 
based on doctor referrals, hospital referrals, or financial 
hardship. These services are Family Planning, WIC 
program, immunization, primary care, well baby clinic 
and the dental clinic. 
There are many other ways in which the Health De­
partment strives to make the public more aware of 
good health practices: through written materials, 
speakers, and direct person to person contact. You 
the consumer have a major role in preventive medicine. 
By being aware of the services available and daily 
implementation of good health habits you can work 
with the Health Department in maintaining good health. 
Aft'l�uneing . . .  
Another exclusive for club members 
�YPiess '1aictens 
CLUB R���C�R M;�g:R 
Now, the MAGIC KINGDOM 
CLUB c ard entit les your  
employees and their families 
10 a special admission price 
at CYPRESS GARDENS near 
Wart Disney World 1n Fl orida. 
Adult . 3.50 
Junior (12-16) . 2.50 
Child (6-11) . . 1.50 
Florida Resident 
Annual Adm1ss1on 




Truly one of Florida's finest attractions, CYPRESS GARDENS features the 
new Gardens of the World, palm-fringed lagoons, winding waterways. and 
the most spectacular WATER SKI SHOWS in the world. 
OPEN EVERY DAY OF THE YEAR 
FOUR WATER SKI SHOWS DAILY: 
10:00 - 12:00 - 2:00 - 4:00 
Discount apphcable through December 31 ,  
1976. Membershi p Card must be  presented at Ticket Window. 
Ta�e I·� \l�s, from Walt Disney World 
Contact Jim Gray, Employees Club Direc­
tor, 6th Floor, Main Building, for 1 975-
1 976 Magic Kingdom Club membership 
card and take advantage of this new dis­
count. 
nineteen / � 
Valentine's Day Used To Be For The Birds 
Valentine's Day is a time 
for lovers. Originally it was for the birds. During the Mid-
dle ages, Europeans believed that February 14 marked the beginning 
of the bird mating season. From th is feathery beginning sprang the practice of choosing 
a loved one on Valentine's Day. Chaucer in his "Parliament of Foules" refers to it in 
this way: "For th is was Seynt Valentyne's day. When every foule cometh to choose h is mate." 
Shakespeare also alluded t� the mating of birds in February's "Midsummer Night's Dream". 
While the bird theory seems to be the most popular, it doesn't explain how Valentine, Roman 
martyr of the thi rd century, came to be the patron saint of lovers. He wrote no love songs, nor 
was he ever rumored to have promoted the cause of love. His association with Valentine's Day is 
totally unexplained. Another theory traces back to the early Roman holiday of Lupercalia, when 
young Romans put the names of maidens into a box and drew the names of their loves for the 
coming year. At first celebrated on February 15, the holiday was later changed to February 14 
by Pope Gelasius in 496 A.D. and named St. Valentine's Day. World h istorians have come up 
with yet another theory. They suggest that the connection between Mr. Valentine and lovers 
grew out of the similarity between the Norwegian word "galantin", meaning a lover of wo­
men, and the name of the saint. They think that Galantin's Day with the initial "g" 
frequently pronounced as "v", led to the confusion which resulted in Mr. Valentine 
becoming the patron saint of sweethearts and lovers. Whatever the expla-
nation, Valentine's Day has come a long way from the mating of birds and 
the sweetheart lottery of long ago to the hearts and flowers customs of 
today. Red hearts, lace-trim med cards, flowers and candy 
today are emblematic of February 14 - the day set 
aside for lovers. The origin of Valentine's Day 
may be nebulous, but the essential ingre-
dient to make it meaningful is 
certain - all you need 
is love. 
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